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Introduction 

This resource has been developed as a guide for Penrith local services working or willing to work with young people from Culturally and Linguistically Diverse communities (CALD). This guide may help youth Drop-in centres and services in providing activities, workshops and information sessions for CALD young people and community groups.  It will assist them to make their services a more welcoming environment for CALD communities.
The guide demonstrates examples of good practices components from new and past researches as well as evidence based practices from organisations providing primarily services for CALD young people and families. 

This guide aims to draw strategies to enhance the accessibility of the youth centres and services working with CALD youth and their families as well as assist these services to be more competent and welcoming while working with CALD young people and their families.

The first part of this guide will explain and define the terms Migrants and Refugees and the refugee experience of young people and their families may encounter.
The second section will outline tips strategies and recommendations that will strengthen the capacity of youth services in working with CALD young people and assist on how to make their workplace more welcoming to the clients from CALD background. 
1. Migrant and Refugees - Who are they? 

a) Migrants 

The term Migrants apply on people moving from their country of origin to another country in order to settle permanently. Immigration could be the result of a number of factors such as; economic prosperity, political reasons, family re-unification, escaping from conflict or natural disaster, or simply the wish to change one's surroundings for a better life (en.wikipedia.org/wiki/Migrant). Therefore, their per-arrival experiences are planned there is a conscious choice with the freedom to choose to go back to the home country for short term or permanently.
Migrants come under a number of different types categories of visa granted by the Australian immigration such as; 

Employment visas Australian working visas are most commonly granted to highly skilled workers. The applicants are assessed against a points-based system, granting points for certain standards of education usually sponsored by individuals which recruit workers according to specific needs.

Family Visas are often granted on the basis of family ties in Australia under different type of visas included contributory Parent visas and Spouse visas. 

Skilled Visas is a new electronic process for managing Australia's Skilled Migration Program. Proposing migrants without an Employer Sponsor will need to complete an "Expression of Interest" applicants will be assessed based on the information provided will be allocated a score against the points test. The highest ranking scores across a range of occupations may then be invited to apply for a Skilled Visa. 

Employment and family visas can often lead to Australian citizenship; however this requires the applicant to have lived in Australia for at least four years with at least one year as a Permanent Resident. 
b) Refugees - Humanitarian entrants 
Refugees are the people subject to persecution in their country of origin, temporary living outside their home country and are in need of resettlement. People registered under this category by the United Nations High Commission for Refugees (UNHCR) often facing substantial discrimination experiencing violation of human rights in their home country therefore cannot be return to their homeland. There is not choice of country of resettlement. Refugees are resettling in different countries by the UNHCR. In general refugees often have little or no understanding of Australian society and culture, very limited English language and no social connections make them extremely socially isolated.
Refugees come to Australia as permanent residents under the Refugee Special Humanitarian Program visas. These visas are granted outside Australia being the off-shore humanitarian component of the immigration program.
Onshore Protection visas are granted to people who apply for protection in Australia and are found to be refugees and are generally referred to as asylum seekers. 

c) Refugee experiences and young people

Per-arrival trauma is a significant factor in refugees’ experiences however this varies with every individual.
The experiences of young refugees are usually traumatic, young people may have been lived under war situations, lost one or both parents, acted as the head of the family and be involved in labour work at very young age. They often lived in a number of different countries before they are settled in Australia. These situations in many cases contribute to build their resilience, hope and desire to survive. 
The refugee’s circumstances prior to arrival as well as the demands of resettlement, such as new language, unfamiliar social system, building new social connections, negotiating education and employment pathways make their needs more specialised and different to the mainstream young population and young people from migrant backgrounds. 
According to the Refugee Council of Australia a significant number (59%) of refugees arriving in Australia under the Humanitarian program are young people between the ages of 12 – 25 (Refugee Council 2012), from diverse background, cultures, religions and diverse ethnicities.

Therefore, considering the refugee experiences and diversities as well as the resettlement challenges in working with young people from refugee backgrounds requires a more focussed, specialised and engaging support services. 
2. Tips: 
Working with CALD young people & their families
These tips are given with the purpose of assisting services to relate to the young refugees and migrants. It is not the intention of this guide to stereotype. Cultures are made of individuals therefore it will be misleading to say that every member of a particular cultural group will behave the same or those holds identical values.
However, there are some similarities that young people from migrant and refugee backgrounds share (Good Practice Guide CMY2011) such as cultural aspects, family norms, gender role and rules, social structures and religion. 
These common aspects play significant role on young people’s settlement in Australia regardless of their residency status. For instance, in pursuing education and employment paths, the challenges are similar to both migrant and refugee young people that may have language and prior education barriers. 
Family bonds and traditions are highly regarded among both migrants and refugee background communities; father or the eldest male in the family is mostly considered the head of the family and assumes responsibility to provide for the family.

Children usually live with the parents and family until they get married. The responsibility toward the elderly parents and grandparents is often the children’s duty, especially the eldest son in the family. This is often due to the lack of social support structures in the home country such as pensions, age and disability benefits, health care etc.

In most cases young people need to report to the parents if they are out late, however some families place curfew for their children, even when they are considered legally adults. These restrictions are in place to ensure their safety, mainly for those that come from war like situations and especially to ensure the safety of their girls.
3. Strategies 

The following strategies are to enhance the cultural competency of youth workers and assist them to safeguard the welfare of young people from migrant and refugee backgrounds. 
a) Adopting a culturally sensitive and inclusive approach assist workers to build rapport with their clients. Therefore, knowing the client’s cultural background, religion, ethnicity, what language they speak, what is the appropriate way to greet them etc. will help to engage the client to the services. This may achieved through:
· Gain an understanding of the background of CALD young people accessing or willing to access your services.
· Involve your service/organisation in the celebration of Harmony Day and Refugee Week internally or in partnership with other organisations that provide services for CALD communities.

· Building partnerships with the organisations that haves pacific services for CALD young people and families.

· Build partnership with services that have bilingual workers and tap into their knowledge and expertise on the CALD communities, remember that as their culture is their strength, they are a useful resource. 
· Contact community leaders if you are targeting a specific community or you observe that there are a big group of young people from a specific community residing in your area. 
· Provide/outsource staff training on cultural competence. This will assists to work more efficiently and effectively with CALD young clients and their families.

b) Respecting the young person’s family values and believes will assist workers to build good relationship with the young people and their parent/s. Families offer a positive source of cultural strength as well as a primary source of information and support. 
There are common norms, rules and restrictions within the CALD communities on the young and adult children regarding spending their time outside their homes. It is crucial to earn parents trust in order to work with the young people and engage them to your services/activities. 
Encourage family involvement and plan activities that encourage family participation this may achieve through:
· Provide language assistance and when possible involve bilingual and bicultural staff

· Organising a parents’ meeting at a convenient time for working parents, if possible a Saturday picnic at a nearby park to maximise access. Make this as informal consultation meeting and get their views on the issues and needs of their kids. 

· Organising sport activities possibly in the afternoon. Soccer/football is a favourite among many CALD communities.
· A day visit for parents during school holidays through building partnerships with organisation and services that have bilingual workers or mainly work with CALD communities.

· Organising Parents and Children groups. This could be a multicultural group if you are not targeting a specific community. 

· Asking parents for volunteer work with your centre if you have a big number of young people from the same community or cultural background accessing your centre. This will help the parents to understand your services and what your services are offering to the community as well as enhance their knowledge on the Australian Child Protection legislations while they arrange their own working with children check number. 
· Girls only day will attract girls from families that don’t want their daughters to be mixed with the boy group. 
When you organising these activities at first and second sessions you might not get many parents or your target group but do not get disappointed and do not give up. After each session do a debriefing with your partner organisation’s worker/s and change things that didn’t work well.
c) Acknowledging Cultural Diversity when promoting your services and activities by;

· Organising Multicultural Day during school holidays to promote cultural diversity, unity and harmony. This could be a multicultural music, dance, fashion, or a story telling day. 
· Schedule training workshops on cultural competence to provide ongoing education, moving staff from cultural awareness to cultural competence.

· Team up with other organisation for the celebration of Harmony Day and Refugee Week in the Penrith area.
· Acknowledge cultural diversity in your promotion materials such as pictures, words and greeting in different community languages.
Working with Bilingual Partners/Colleagues 
It is crucial for all community workers to demonstrate cross cultural communications skills and knowledge. This is because in a multicultural society it is recommended that a community organisation that works with people from diverse cultural background recruit/train their employees to effectively communicate cross culture. 
On the other hand communication is a learned skill, required research and practice. Therefore knowing and understanding about the other culture you are communicating with will help to develop your skills thus a genuine effort to communicate and understand another person is the first step to being an effective communicator.
Keep in mind that each culture may have its own verbal and written language for communication between its members. On the subject of verbal language, each language has its own characteristics, such as: intonation, pitch of voice, pronunciation, speed, grammar, sentence structure and tense. When using English as a second language, people may attempt to follow it in a similar way to the use of their first language that may present a number of difficulties related to; 

· Accents:  co-workers may follow the pitch of voice, intonation or speed of their first language when speaking English. This often results the presence of mild or strong accent that deters your ability to understand the speaker’s verbal language. This may also happen when speaking with different native English speaking backgrounds such as people from different parts of USA  or UK for example.
· Sentence structure: co-workers may apply the principles of sentence structure of their first language to English, for instance using the subject at the end of the sentence rather than at the front, different expression of tense or no use of tense at all, different grammatical structures and sometimes they may switch between the structures; this will tend to cause further confusion. 
· Differences in vocabulary and meaning: the meaning of the words being used by CALD colleagues might have different interpretation in the culture of speaker as well as there might be different vocabulary and other different ways to describe one’s emotion and feeling. 
· Use of jargon and slang: All societies have their own jargon and slang that are shared within the culture however use of English jargons, slang and complex terminology could cause confusion or misunderstandings.   
(Nulph, S 2002, Breaking Cultural Communication Barriers)
There are ways to prevent misunderstanding and disconnection with CALD colleagues;
· Always give them time when they are talking with you or explaining something to you do not cut them off.
· Do not react immediately on something that is not clear for you or do not cut them off if it is not what you expect to hear. Let them finish their sentence or complete what they want to say.
· If something they say that you cannot understand ask them calmly to repeat it, do not try to or push them to correct their English, this may make them feel embarrassed and put them off not to discuss anything with you.

· If a CALD colleague verbally reports an issue or something that is crucial but you don’t understand in full, in order to follow up the matter ask them to report in written or email you the issue.
Be mindful that the way they talk wouldn’t weakened their knowledge and skills on the community they belong to or on a culture that they are competent.
Working with Interpreters

Language barrier is an evident issue with most people from migrant and refugee backgrounds. Therefore it is important to know how to facilitate a workshop or an information session while using an interpreter or if available bilingual staff. 
However if bilingual staff is not available to assist you with session or the topic require an interpreter allow 2- 3 weeks in advance for bookings.

When booking an interpreter you should consider:

a) The gender, ethnicity and language/dialect of the interpreter, for instance it might be inappropriate to book a Serbian interpreter for a Muslim Bosnian group, a male interpreter for a woman group and vice versa. 
b) The proficiency of the interpreter is important, whereas some emerging communities have no written script of their spoken language and interpreters do not have NAATI accreditation. In this case you may;

· Allow extra time 

· Use simple English 

· Speak slowly and clear 

· Make your sentences/paragraphs short

· Monitor the facial expression of the interpreter if you see any confusion, repeat what has been said into most simple paraphrased words
· Extra time for example if the session is normally one hour for a group of people without interpreter allow an extra hour for the interpreting. 

· Misinterpretation: if you see that the interpreting took longer than expected or you felt the group is reacting different, confused or laughing. In this case  the interpreter should be stopped and  requested to ask the group;
· If they have any question 

· If any part of that talk was confusing to them. 
c) Interpreters over the phone are available by ringing TIS National on 

131 450. Depending of the nature of the service this service may be free. 

All related information is available on the TIS website: www.tisnational.gov.au.
4. Recommendations and suggestions 

When organising activities

a) Always get the written permission of the parents on;
· The attendance of the young person

· The Risk Waver 

· You are using the artwork, photograph and written stories of their children for the promotion of your services and improvement of your service delivery 

b) Be mindful of cultural aspect and gender specific participation therefore do not;
· Play games that involves physical contact
· Ask the participants to share gender specific issues within a gender mixed group

· Ask the participants to share highly personal and intimate issues within a gender mixed group

· Encourage participants to talk about their sexuality in a gender mix group
· Ask adult and young adult even from the same gender to participate in activities on the sensitive issues such as sexual health, drug and alcohol and gambling issues, this will make the younger attendees very uncomfortable. 
When organising Information sessions and Workshops:
a) Be aware that migrant and refugee background people are sensitive to their cultural and religious practices therefore it is not practical to;

· Assume anything regarding their culture and their faith 

· Quote something you learned from media about their culture, internal issues in their country of origin, gender roles etc.

· Use your own culture’s standards as a measurement when talking about their culture.

· Generalise and dismiss all of the people in a community if one person did something wrong.
· Make assumptions about participants’ cultures based on their ethnicity.
· Draw conclusion on the participants’ culture based on some aspects of their life.
· Quote English jokes or idioms, this is because words can change their meaning when translated into another language.
· Do not assume something familiar in another culture has the same meaning that has in your culture.
· Learning to speak few words in a community language does not make one an expert in that culture and history. 

· Do not mix senior adult and young adult in an information session on sensitive issues such as sexual health, drug and alcohol and gambling issues, this will make the younger attendees very uncomfortable. 

Organisations and Services work with CALD communities in the Nepean area.
These are a numbers of organisations in the Nepean area and Penrith LGA providing services specifically for CALD background clients/communities. 
1. Nepean Migrant Access Inc.

Description of the service: Provides information and referral services to migrants and refugees in the Nepean region, capacity building programs, educational courses and direct services to groups and individuals from CALD backgrounds, including those living in rural areas of Penrith and Hawkesbury LGAs. Settlement case work, capacity building and respite services for CALD seniors residing in the Penrith LGA.
Phone: 02 9833 2416

Fax: 02 96 73 4368

Address: St Marys Corner, Community and Cultural Precinct 

29 Swanston Street, St Marys, NSW 1760, Building 5.
2. St Anthony’s Family Care  

Description of the service: Youth projects, early intervention programs, Settlement case work.

Phone: 02 47367016 I

Fax: 02 9747 1969 I

Address: Kingswood Community Centre

19 Bringelly Rd, Kingswood, NSW 2747
3. Nepean Blue Mountains Health District, Multicultural Health

Phone:  02 4734 1603

Fax 02 4734 1601

4. Penrith Women's Health Centre

Phone: 4721 8749 Ext 209
Fax: 4731 1438
5. Memre House 
Description of services: English Classes for people from refugee background, Link to Learning Program, Social Enterprise (support refugees and those with a disability to establish social enterprises), and Training.

Address: 181 Mamre Road, Orchard Hills, NSW 2748

General Enquiries: (02) 9670 5321
6. Anglicare, Penrith Office
Description of service: A support service for people from non-English-speaking backgrounds who are aged, frail or have disabilities and who, without assistance, would experience difficulty in remaining in their own homes. The service provides case management by a multicultural worker for those with difficulty in gaining access to services and extensive assistance for those at risk of admission to residential care.

Address: Shops 3-4/488 High Street, PENRITH 2750

Telephone: (02) 4731 1704

Fax: (02) 4722 2516
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