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About us

OUR VISION
All aged care consumers in Australia experience inclusive and accessible care

OUR PURPOSE
To build the capacity and capabilities of Australian aged care providers to deliver services 

that are welcoming, inclusive and accessible  

OUR SERVICE AREAS

Inclusive practice 
training and 
workshops 

Capacity building to 
promote cultural 

inclusion and equity

Diversity advice and 
consulting

The Centre for Cultural Diversity in Ageing is supported by Benetas & funded by the Australian 
Department of Health and Aged Care through the Partners in Culturally Appropriate Care (PICAC) 

program.



Sylvia Wan

Sylvia Wan is a Senior Manager at the Southern 
Migrant and Refugee Centre and has worked in aged 
care for over 23 years, both in multicultural and 
mainstream not-for-profit organisations.

Throughout her career with the Southern Migrant and 
Refugee Centre, Sylvia has established over 25 social 
support programs, servicing 26 different ethnicities in 
Melbourne’s southeast. She has also been instrumental 
in establishing consumer advisory groups for aged 
care. 



Inclusive 
Social Support

By Sylvia Wan
Senior Manager – Aged Care and Carer Services



Example Titled CardAcknowledgment of Country

The Southern Migrant and Refugee Centre 
acknowledges that our office is on the 
traditional lands of the Bunurong people of 
the Kulin Nation, and we acknowledge the 
unique and enduring strengths of 
Aboriginal culture. We pay our respects to 
their Elders past and present.



About SMRC

• Established in 1993, SMRC has been 
dedicated to assisting newly arrived 
refugees in settling into their new 
communities. We achieve this 
through tailored programs focusing 
on social and economic integration, as 
well as health and wellbeing

• Our services encompass a wide range 
of support, including early childhood 
education, youth programs, education 
initiatives, driving programs, 
individual casework, employment 
assistance, aged care, and support for 
carers.



Aged Care Services

• Specialised Support Services
• Social Support Groups and  

Individual
• Domestic Assistance
• Aged Care Volunteer Visitors 

Scheme
• Centre-based Respite
• Allied Health Therapy Services
• Support for Carers
• Transport



24 social 
support 

programs – 

8 centre-
based groups

8 Positive 
Ageing 

programs – 

5 Outing 
programs

1 Community 
gardening 

1 Creative 
Arts program

1 Dance 
Program

Over 500 
clients



SMRC has successfully implemented these programs based on responsive, 
consumer centric care: 

• Afghan Ladies’ only strength training group
• The Hive – Community Garden
• Dance up!
• Creative Arts
• NRCP partnership years back – seeded our Centre-based Respite Program
• Ethno specific outing programs – Spanish, Polish, Turkish, Romanian, Indian



SMRC initiated three centre-based programs 
tailored to specific ethnic groups, staffed with 
individuals fluent in the participants’ languages. 
(Spanish, Filipino and mixed cultural group)

Health concerns amongst our Filipino 
participants – high incidence of type 2 diabetes 
post-migration; responding to their need for 
education, secured funding from the State to 
deliver a program Well For Life

Enlisted expertise of a nutritionist, 
empowering the group with knowledge on 
healthy eating, label reading, and transforming 
favourite recipes into nutritious alternatives.
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COMMUNITY 
OBSERVATION

COMMUNITY 
CONSULTATION

RESOURCING TRAINING PILOT

EVALUATE

AFGHAN LADIES’ POSITIVE AGEING



Programs are developed from the lens and needs of our 
communities -
• Recognising our community's needs – identifying new 

and emerging communities, ensuring we are assisting 
them in every way.

• Response to these needs via various engagement 
processes– 
• Consult – includes planning with individuals and 

community leaders
• Plan – internally and externally – what is feasible, 

what is not. 
• Set - cost within the budget
• Pilot- programs and this includes developing MoU 

if necessary, as best venues are often those that 
the communities are familiar with.

• Embed programs as discussed
• Evaluate for success!
• Evolve programs where necessary – for example of 

Dance Up! Program which was established as a ladies 
of all ages, and later became, an older social support 
program.
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By – Sylvia Wan
Senior Manager – Aged Care and Carer Services
E- sylviaw@smrc.org.au

mailto:E-sylviaw@smrc.org.au


Lisa Dean

Lisa is the Regional Advisor for Sector Support and 
Development across the Eastern Metropolitan area of 
Melbourne and has worked extensively in the 
community aged care sector 20+ years.

Lisa has a training and quality improvement 
background. She works with Commonwealth Home 
Support Programme providers to support their 
engagement with the aged care reforms. 

A focus of her work is to ensure older people can 
access services that are inclusive, person-centred, and 
supportive of their individual preferences, beliefs, 
values and needs.



The Eastern Sector Development Team (EACH) is supported by the Australian Government Department of Health and Aged Care. 
Visit the Department of Health and Aged Care website (http://www.health.gov.au/) for more information. 

Disclaimer: Although funding for the ESDT has been provided by the Australian Government, the material contained herein does not necessarily 
represent the views or policies of the Australian Government. 

Building Culturally Inclusive Social Support Groups

Learnings from the Melbourne Eastern 
Region’s experience



Older people from Culturally and linguistically 
diverse backgrounds

Two groups:
• Those who migrated as young people and have grown 

older in Australia

• Those who were already older when they arrived
(Benevolent Society Research to Practice Briefing, 2010)

• Adapting to a new environment more difficult for the 
second group

• Adding to existing barriers for all CALD seniors



Building Culturally inclusive social support groups

• How could “mainstream” English 
speaking Social Support Groups 
(SSG) build culturally inclusive and 
welcoming environments for 
people who speak little or no 
English, and

• Are there good examples 
where this was already 
taking place? 



Project approach

Consultation with:
• Social support 

staff including 
volunteers,

• Aged care 
Navigation staff,

• CALD 
participants,

• Carers

• Key informant 
Interviews

• Focus groups
• Observation

Resource 
development

• Uniting East Burwood
• MannaCare
• City of Whitehorse
• New Hope Foundation
• Migrant Information 

Centre (Eastern)



Findings of research

There is more to diversity than language

Perceived challenges
• Language
• Culture
• Activities
• Transport
• Staff reticence

Why join a mainstream group?

Choice
• Maintain English language
• Specific activity 
• Fear of judgement from their 

cultural group

Practicality
• Access & Availability



There is more to diversity than language

Connecting the Pieces
• articulates the unique aspects of 

diversity and person-centred care
• the relationship between these 

approaches, 
• how they influence each other and 
• the need for diversity and person-

centred care to be understood 
throughout the continuum of the 
client’s journey 

https://www.esdt.com.au/connecting-the-pieces.html

https://www.esdt.com.au/connecting-the-pieces.html


Social Support Group qualities that support 
inclusion

Difference is an asset, 
not a burden

Flexible

Curious

Creative

Collaborative



Towards inclusion: Three Principles

1. A person-centred approach

2. Flexible and solution-focused

3. Diverse partnerships

It’s simple, people make it too difficult: it’s learning, 
talking to the family, being in touch all the time… It’s 
treating people how you would like to be treated, 
finding out what’s important to that person, and 
carrying it out! - SSG Coordinator



A person-centred approach that supports clients making 
decisions for themselves

“People find a way to communicate if they have something that 
brings them together beyond the language. Language is just a tool 
that gets what you want, it is not who you are”. 

• Know who the person is
• What is important to them

• Providing services tailored to the 
unique circumstances and preferences 
of each person



Flexibility and a solution-focused attitude to 
difference

Consider:

• The activity and interests

• Physical environment

• Staffing arrangements

“There is no such thing as No here, there is no such thing as 
‘we can’t do it’. We have never turned anyone away. There is 
always a way”. - SSG Coordinator



Diverse partnerships

Knowing the local community

Explore thoughtful and 
creative collaborations

Engage staff and volunteers



Building culturally inclusive social support Group 
Resource

• 8 Help Sheets + Introduction
• Case Studies focusing on what works well
• Recommended resources/reading



















A continuum of good inclusive practice

Builds on with existing 
Diversity and inclusion 
quality improvement

Supports consumer 
choice and control

Aligned to:
• Rights Based Approach
• Strengthened Quality Standards
• Diversity Action Plans



Where to from here….

Plan for Diversity and inclusion
• Know  your Community – diversity profile
• Understanding access barriers 
• Developing strategies and actions to improve access, 

representation and quality
• Identifying good practice with CALD clients

“We had to do a lot of work to give that sense that when you come here 
you are special, it’s all about you.” – SSG Coordinator.



Further information 

Lisa Dean
Regional Advisor, Sector Support and Development
Eastern Sector Support & Development Team (ESDT), EACH
Email:  lisa.dean@each.com.au
Phone:   0455 051 447
Website:  www.esdt.com.au
LinkedIn: Eastern Sector Development Team (EACH) | LinkedIn

Access Building Culturally Inclusive Social Support Group Resource at: 
https://www.esdt.com.au/building-culturally-inclusive-social-support-groups.html

mailto:lisa.dean@each.com.au
http://www.esdt.com.au/
https://www.linkedin.com/company/eastern-sector-development-team
https://www.esdt.com.au/building-culturally-inclusive-social-support-groups.html


Where to go for support





Aged Care Diversity Framework

The Framework works to embed diversity in the 

design and delivery of aged care services. 

Linked to the Diversity Framework are different 

action plans for diverse groups, including a CALD 

Action Plan.

For more information please visit: 
https://www.health.gov.au/our-work/aged-care-
diversity-framework-initiative



Inclusive Services Standards and Aged Care Quality 
Standards 

The Australian Aged Care Quality and Safety Commission 
references the Inclusive Service Standards as a key resource in 
assisting providers to comply with the Aged Care Quality 
Standards. 

Meeting the performance measures in the Inclusive Service 
Standards provides evidence that an organisation is working to 
embed an inclusive non-discriminatory approach to its delivery 
of care and services. 

Fore more information about the Inclusive Services Standards, 
visit www.culturaldiversity.com.au/resources/inclusive-service-
standards



Everyone has a story – free learning module

Everyone has a story: Delivering culturally inclusive 

care module by the Aged Care Quality and Safety 

Commission was created in partnership with the

Centre for Cultural Diversity in Ageing. 

To learn more visit: 

culturaldiversity.com.au/training-development/
everyone-has-a-story

https://www.culturaldiversity.com.au/training-development/everyone-has-a-story
https://www.culturaldiversity.com.au/training-development/everyone-has-a-story


Communication Cards & Aged Care Signage

Bilingual Communication Cards, Phrases & Signage depict a wide 

range of daily activities & situations. They can be used to prompt 

discussion, assist with directions & clarify a client’s needs.

The Cards cover themes such as:

• Food, Drink

• Personal Care

• Feelings, Pain

• Religion, Spirituality

• Medical & Health Specialists.

They’re available in 70 languages & free to download from our 
website.

Go to Multilingual Resources on the home page
culturaldiversity.com.au

http://www.culturaldiversity.com.au/


Practice Guides

• Culturally Inclusive Feedback

• Communication 

• End-of-Life Care

• Food and Nutrition

• Living Environment

• Ten Steps to Developing a Diversity, Equity and Inclusion 

Plan in Aged Care

• Spiritual Support

• Working with Bilingual Staff

• Interpreters Policies

• Accessing Diverse Media 

• Digital Inclusion

• Accessing Interpreter Services

• Effective Co-design with Consumers from Culturally and 

Linguistically Diverse Backgrounds

Download from 

culturaldiversity.com.au

http://www.culturaldiversity.com.au/


Podcast

To listen visit:

culturaldiversity.com.au/news-and-events/podcasts

https://www.culturaldiversity.com.au/news-and-events/podcasts


Poster

Download from 

culturaldiversity.com.au/about/promotional-posters

http://www.culturaldiversity.com.au/about/promotional-posters


Resources Partnership Program

The Resources Partnership Program supports aged care organsations to embed key diversity 
resources into their learning management systems, learning and development programs, and 
internal communication campaigns.

How to join the program:

• Review the 10 resources.
• Use the form on our website to select the resources you’d like to use.
• Complete the form and agree to our terms and conditions.
• We’ll contact you to discuss your needs.
• We’ll supply you with links, images, text and SCORM files.

The Resources Partnership Program is open to Australian Government funded and subsidised aged 
care organisations.

Visit: https://www.culturaldiversity.com.au/resources-partnership-program

https://www.culturaldiversity.com.au/resources-partnership-program


Different languages, same aged care 

One of the 2021 Aged Care Royal Commission’s key recommendations was to ensure that diversity 

is core business in aged care. Different languages, same aged care is funded by the Department of 

Health and Aged Care in partnership with Icon Agency and aims to:

• Enhance the ability of senior Australians to access information through the timely 

and targeted provision of translating and interpreting services 

• Produce and translate information to allow aged care providers to communicate 

key written messages to their care recipients in languages other than English and 

other accessible formats

Aged care providers can request in-language materials for free through a dedicated website 

by registering their request + any additional materials they want translated at

diversityagedcare.health.gov.au

https://diversityagedcare.health.gov.au/


My Aged Care Provider Specialisation Verification

• The Royal Commission into Aged Care Quality and Safety recommended that providers’ diverse needs 
specialisation claims are verified to improve accuracy and reliability of providers’ profiles on My Aged 
Care. 

• As part of its response to Recommendation 30 a(iii) – Designing for diversity, difference, complexity 
and individuality, the Government implemented the My Aged Care Provider Specialisation 
Verification initiative on 27 June 2022.

o The initiative puts in place a mechanism to check the accuracy of claims made by providers to 
deliver specialist care for older people with diverse backgrounds and life experiences. 

• Prior to this date, providers could indicate that they provide specialised care without verification of 
these claims.

Objective

• Ensure more reliable information is available to older people with diverse backgrounds and life 
experiences, as well as their loved ones and representatives, when they are making decisions about 
their care providers.

o The initiative helps people find the care that is right for them on My Aged Care and identify 
providers that are going above and beyond to specialise in the care of specific groups.



Verifying specialisation claims on My Aged Care

• Aged care providers may choose to offer specialised services for people:

 with diverse experiences, backgrounds, and characteristics

 who identify with one or more of the groups defined as having special 
needs in the Aged Care Act 1997.

• To claim specialisation through My Aged Care, providers must deliver care that:

 is sensitive to the needs of these individuals

 goes beyond the baseline obligations of the Aged Care Quality Standards.

• Applying to have specialisation claims verified is voluntary, however if a provider 

wishes to claim on My Aged Care to specialise in providing care to one or more 

diverse needs groups, they need to satisfy the criteria set out in the 

Specialisation Verification Framework.

• Only claims that have been verified through this initiative are visible to 

consumer My Aged Care. 

 Other specialisations are also published on My Aged Care, such as 
languages and health conditions. These are not a part of this initiative, and 
at present there is no plan to verify these. 



Partners in Culturally Appropriate Care program

The Centre for Cultural Diversity in Ageing is funded through the Department of Health and Aged 
Care, PICAC program. 

The Centre forms part of the PICAC Alliance, a national body comprising PICAC funded 
organisations across Australia. 

The Alliance aims to be a voice and discussion conduit into information, training and resources to 
inform aged and community care services.

picacalliance.org

http://www.picacalliance.org/


culturaldiversity.com.au

Centre for Cultural Diversity in Ageing

CCDAAUS

For more information, good practice stories and resources visit

Feel free to contact us at info@culturaldiversity.com.au

http://www.culturaldiversity.com.au/
https://www.linkedin.com/company/centre-for-cultural-diversity-in-ageing
https://www.youtube.com/user/CCDAAUS
mailto:mailto:info@culturaldiversity.com.au
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