CHP/DV Vic Cultural Competence Small Group Workshop – Standard 4.4

August 2008.

Responses to reflective practice questions:

1.
What does cultural competence mean to an org? (Broadly)

· eg NE Housing – equity  and access policy  provides a context.

· Inclusiveness, human rights, dignity, respect, positive outcomes.
· Links to mission and values statements

2.
What does cultural competence mean in practice?

Can be integrated through the org structure, such as: 

· Governance structures that also reflect diversity of the community the org services – eg cultural diversity on the board written into constitution, board member selection.

· AGM’s include input from diverse local communities/ groups/ individuals; also food, etc.

· Proactive staff selection criteria to ensure cultural diversity of staff;

· Allocated staff portfolios around enhancing organisational access, equity, cultural competency –developing links to cultural communities, groups, support and advocacy; direct linkages of consumers to Elders, community etc:  bringing knowledge info, contacts and skills back to the org; sourcing training.  

· Being clear what it means to be an EO employer and putting this not practice

Self monitoring access re data collection (local govt often a good source) that provides info on local cultural communities – orgs can measure their client representation against these pop proportions to see if they need to do more work in being responsive to specific communities; info fed to board and others, annual report.
4.
Physical layout: 

· Physical layout and size of interview rooms, trauma/torture victims 

· Breast feeding rooms.

· Set up of refuges and flexible rules so that people can share rooms as needed.

PD’s policy and training requirements including skills, knowledge, culture and attitudes – include awareness of:
· Individually finding contacts and networks, such as MRC, good people at OOH, Centrelink etc to advocate, support; asking contact people who represent the interests of different communities to staff meets, training and development.

· Cultural sensitivities – eg around fear of data collection for specific groups.

· Use only level 3 translators end be sensitive to cultural, gender etc issues in using translators.

· Cultural issues around people who say they understand, just being compliant; may arise from translation difficulties; fear; power issues; gender, understanding of system etc.

· Ethical dilemmas – info on “legal” docs where people have these, may be wrong – think through the potential impact of this on children and others further down the track; vs impediments this creates such as longer time to access housing etc due to info being acknowledged as wrong.

· recognise that cultural awareness is two way process for consumers and employees; developmental, ongoing, should change practice and service delivery over time.

· Establishing trust takes time.

· People don’t all feel or act or want the same just because they are from the  same community or broad cultural group

· Responsible for input into prof development plans – cultural competence forms a part of this

· Education of other services in required processes forms a part of advocacy and joint systemic work – MOU’s and network meetings to reflect/ discuss cultural requirements – examples, work with Police, Housing, etc.

· Use of / training in sign language.

Processes and Documentation:

· HIR services book a double time session at time of referral to allow for more time to work through issues, including translation; translator booked t the same time. Relies on good quality info from referrer and good quality initial intake forms to prompt for cultural requirements.

· All info forms including feedback forms in other languages; use of AMES and other services to support this; use of DVD and other formats to help clarity of info. Use of visuals - diary, calendars etc. Requires more F2F contact, phone not always useful.

· Case plan meetings with Indigenous families allow for extended families and all sibs together as required.

· Look at ways of cutting through red tape, internally and externally – promote, advocate for system flexibility to meet consumer needs.

· Systems in place to keep up to date with EO and other relevant legislation, also what peak orgs who represent culturally diverse communities are doing.

What could we improve on?

· Continually build networks, broaden knowledge and skills – this is ongoing.

· Use of translation is still a difficult area.

· Information provision in other languages- ongoing

· Budget, resources to achieve cultural competence goals

· Use regional and statewide networks to support this work.

· Data collection and interpretation of data

· Some area have little cultural diversity but this may change over time

>>>>>See next  page for examples in QICSA HASS Journal format… guide only!!! Always check in with QICSA as to the use of the journals.
Standard 4.4:  Providing culturally competent services

Each person receives a service that is sensitive to and respectful of their culture and language, including the importance of preserving significant networks and relationships.

Individual interests, customs, beliefs and cultural and ethnic backgrounds are valued and fostered.
Signposts of good practice
What is the evidence that:

4.4.1 The organisation’s policies and processes reflect a commitment to providing culturally competent services. 

4.4.2 The organisation has clear information about its services available in appropriate community languages or presented in a culturally appropriate way.

4.4.3 The organisation has strategies to ensure it provides services that are culturally competent to people accessing services.
4.4.4 Staff demonstrate knowledge of the social and cultural groups represented in the local community and understand the social and historical factors relevant to their current circumstances.

4.4.5 Organisations use interpreters as appropriate during each element of case management.

4.4.6 Staff link people to culturally appropriate services.

4.4.7 The organisation monitors and reviews service delivery practice to ensure people receive culturally appropriate services.

4.4.8 The organisation monitors and reviews service provision to ensure responsiveness to a multicultural society.

	Having read the Standard and using the Signposts of good practice as a guide…

	Describe your system for providing culturally competent service 
(remember DICED acronym)
	Evidence of your system for providing culturally competent services

	Examples/options:

(Documented) 

Org’s commitment is reflected in our equity and access policy - Inclusiveness, human rights, dignity, respect, positive outcomes; Links to mission and values statements, position descriptions, etc.
(Integrated into practice)

In practice for our org systems this means; we are and EO employer :( for example) our governance structure through to our staff selection, training and consumer feedback groups must reflect cultural diversity;

To ensure staff and practice skill we ensure Allocated staff portfolios around enhancing organisational access, equity, cultural competency ;
Data collection internally and externally to monitor our performance against access for people with diverse cultural backgrounds ( note – who collects; who checks; how often; how do we learn from it; who is informed; how do we improve)

Intake, case planning processes that are flexible to the needs of cultural groups/families;

Use of translators,

Etc.

(Communicated)

Policy and processes communicated /reinforced through  – staff training, induction, performance appraisals, agency days, peer supervision/ support programs team meets which involve different cultural representation. Info;

(Evaluated/monitored)
We monitor our practice through:

Eg – case file audits against specific requirements / prompts; numbers of cultural diverse people coming into the service against expected populations; outcomes for people who present for service; etc etc. (think about who does this, how often, who with, how are improvements made)

(Designated responsibility)

Who has responsibility to ensure that these systems are in place and are working?
	Examples:

Equity and access policy 
Position descriptions
Relevant Intake procedure documentation

Position descriptions

Description of a staff cultural portfolio

Evidence of data collection, analysis, reporting

Relevant intake proformas or procedures at intake that refer to cultural requirements

Relevant HR docs.

Meeting minutes.

Case examples

Case file audit  outcomes re c/competence




	Using the PDCA cycle as a guide…

	How is CQI (PDCA) applied to your system for providing culturally competent services?
	Evidence of the application of CQI to your system for providing culturally competent services

	Example: 
Plan

Case planning process:

Service became aware through informal consumer feedback that we were not being inclusive enough of extended family in our case plangent process.

Our team met to work out how to improve this and delegated some reps to speak with a number of consumers to look at ways to improve our process.

Do

We developed a new procedure which includes checking with the client as a matter of course as to who else should attend; sending invitations and ringing family or community members nominated by the consumer. 
Check:

We checked attendance by consumers and feedback and outcomes of case planning process for 3 months.

Act:
We have made some minor changes to our invitation letters and are continuing the process.

We continue to seek brief feedback from consumers on case plan process and outcomes.
	Planning process minutes.

Examples of outcomes from feedback received.


	Identify future improvements concerning the Standard around providing culturally competent services.

	 system and/or system evidence improvements 

	We aim to increase the range of languages available in our written information to consumers. We have a nominated person to follow up resources for this and are liaising with our regional homelessness networker and PASA as a regional issue.
We have sourced data from local government and MRC to look at current end emerging client groups so that we can prioritise which languages we need to have available.

We will then submit a submission which costs out our requirements.

Our expected timeline for completion of the submission is 3 months.

We (who) will review our progress in March next year.

The COM  will be receiving updates on the process through regular monthly report summaries  and are sourced for further ideas and advocacy. 

	Improvements in CQI processes and/or evidence of CQI processes for providing culturally competent services. 

	We plan to improve our intake process to gain more specific but appropriate information on country / community of origin of people presenting for service so that we can more effectively monitor who is accessing our services and who isn’t. (outline your plan).



	Rate your organisation regarding its achievement of the Standard around providing culturally competent services (mark the box) 

	Met (                      Met in part (                      Not met (
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