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Author 
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partner organizations Ozpol Community Care Inc., and Cathay Community Inc. 
 
CAVS Phase 3 Extension Project  
 
CAVS Phase 3 Extension Project is auspiced by the Multicultural Development Association Inc.  
 
 
Copyright  ©  
 
Multicultural Development Association Inc:  
Culturally Appropriate Volunteer Service (CAVS 3) Extension Report 2007. 
 
This work is copyright.  Apart from the purposes of private study, research, training or review, as 
permitted under the Copyright Act 1968, no part may be reproduced by any process without the 
prior written permission of the Multicultural Development Association Inc. 
 
The CAVS 3 Extension Report has been compiled by partners in the project Cathay Community 
Association and Ozpol Community Care Association Inc. funded by a Cross-Government Project 
to Reduce Social Isolation for Older People. 
 
 
Disclaimer 
 
Whilst all reasonable care has been taken in the preparation of this publication, neither the 
author nor the Multicultural Development Association shall be responsible for any errors therein, 
misuse or interpretation of any facts, or omissions that may occur due to its use. 
 
 
Funding Body 
 
Department of Communities: 
Cross-Government Project to Reduce Social Isolation for Older People: Details can be found at 
www.communities.qld.gov.au/seniors/isolation or by contacting the Office for Seniors, 
Department of Communities, phone 07 – 3224 8054. 
 
 
Reports 
 
Copies of full reports on CAVS Phases 1 and 2 can be obtained from Spiritus (incorporating the 
St Luke's Nursing Service) Multicultural Program, phone 07 3421 2846.    
Report on CAVS Phase 3 and CAVS 3 Extension Project can be obtained from the Multicultural 
Development Association Inc. 07 – 333 75 428 
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Ozpol Seniors Day Centre: Volunteer Coordinator: 
 
“Thought I'd share a powerful moment I experienced with my volunteers.  We were sitting  at our little table having 
lunch while our clients were enjoying theirs.  Blanca asked how  long these gatherings for our Seniors would 
continue. I told her that Ozpol was totally committed to the elderly in our Polish community and would work 
tirelessly to find ways for  them to continue. I then asked them eagerly, "How long will you be willing to help?".  
My newest volunteer, Krystyna, replied, "Till it's my turn to sit in the chair.,” pointing to the chairs positioned 
around our very long table at which our Seniors enjoy so many activities. My other volunteers, Rosemarie and 
Blanca also said they would continue their support  so long as their health allowed (both these ladies are breast 
cancer survivors).  I was touched as was our CEO Irene when I shared this with her.” 
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Introduction 
 
 
The CAVS Project commenced in 2003 as a partnership between Blue Care Brisbane Central 
Region and St. Luke’s Nursing Service (now part of Spiritus Care Services).  Both Volunteer and 
Multicultural Program Managers identified a gap in service delivery including social support 
services, to people from culturally and linguistically diverse backgrounds (CALD) who are 
isolated, frail aged or who have a disability.   
 
The focus of the CAVS Project has been the investigation of social isolation in this cohort with a 
view to exploring ways in which volunteer services could be developed to provide culturally 
appropriate social support. 
 

CAVS Project 1:  ‘Needs Analysis’   
 
To investigate the social isolation of the frail aged and people with a disability from CALD 
backgrounds funding was successfully sought from the Gambling Community Benefit Fund to 
undertake a ‘needs analysis’.  This project, called CAVS Phase 1 was auspiced by Blue Care 
Brisbane Central Region and supported by the St. Luke’s Service in consultation with 
representatives from the following ethno-specific organisations who made up the Reference 
group. 
 

CAVS 1 Reference Group: 
 

1. Spanish Community Respite Care Association 
2. Greek Orthodox Community of St. George 
3. Diversicare, Ethnic Communities Council of Queensland 
4. Queensland Council of Carers 
5. Cathay Community Association Inc. 
6. Committee of Assistance for Italians (CoAsIt) 
7. Brisbane City Council 
8. HACC South Area Manager 

 
 

CAVS Phase 1 Report identified a number of issues including: 
 

- people who are frail aged and who have a disability from CALD backgrounds do 
experience social isolation which is compounded by cultural and language 
barriers; 
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- this cohort would benefit from the culturally appropriate volunteer social support 
services. Please see Appendix 1, excerpt from CAVS Phase 1 ‘needs analysis’ 
findings on social isolation of frail aged in Brisbane.  The CAVS 3 Extension 
Project contains the CAVS 1 Report as an attachment.  This report provides a 
detailed study of social isolation for people who are frail aged, people who have 
a disability and their carers, in the greater Brisbane area. 

 
 

CAVS Project 2:  Model of service delivery 
 
To progress this initiative, further funding was successfully sought from the Brisbane City 
Council to develop a model of culturally appropriate volunteer services that would help meet the 
social needs of people who are frail aged or who have a disability. 
 
This second phase of the project, CAVS 2, was auspiced by St. Luke’s Nursing Service with the 
support of Blue Care Brisbane Central Region. The CAVS 2 project worker held a number of 
interviews, meetings and discussions with the ethno-specific organisations who participated in 
CAVS 1, to identify a preferred model of support to develop volunteer social support services 
across these organisations. 
 
The preferred model agreed upon was the recruitment of a resource worker  to work within a 
community development framework, to assist participating agencies to develop volunteer 
programs to provide social support to CALD persons. 
 

CAVS Project 3:  Resource worker 
 
To fund a pilot program using the preferred model of volunteer social support identified within 
the CAVS 2 project, funding was successfully sought from the Department of Communities 
Cross-Government Project to Reduce Social Isolation for Older People. The role of the resource 
worker was to assist agencies to establish their own volunteer services to provide social support 
to people who are frail aged or who have a disability within their community. This initiative 
comprised the third phase of the project; was called CAVS Phase 3; and was auspiced by the 
Multicultural Development Association Inc.(MDA).   
 
MDA had participated in Phase 2 of the CAVS project and successfully applied to by the CAVS 
2 Reference group to auspice the third phase of the CAVS initiative. The focus for the CAVS 3 
resource worker therefore, was to inform, assist and support the participating agencies to: 
 
 

a) expand and develop culturally appropriate volunteer services; and 
 
b)  provide a vehicle whereby information and resources could be shared among agencies 

to further assist in the development of their volunteer services. 
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The ethno-specific and multicultural partners for CAVS phase 3 
comprised:  
 
 

- Cathay Community Association (Chinese) 
- Vietnamese Community in Australia – Queensland Chapter 
- GOC Care (Greek Orthodox Community of St George) 
- OzPol Community Care Association (Polish) 
- Multicultural Centre for Mental Health and Wellbeing (Harmony Place) 
- Co.As.It. Italian Australian Welfare Association Inc. 

 
 

CAVS  3 Project Model 
 

 
 
 
 
 
 
 
 
 
A number of benefits, and a series of challenges ar ose from the CAVS 3 project.  
 

 
Project Benefits   

 
The resource worker - 

 
1. Assisted individual organisations understand the requirements of establishing a volunteer 

service. 
 
2. Helped develop the foundations and increased the capacity for building a volunteer 

service. 
 

3. Strengthened and developed relationships among organisations and the resource worker. 
 

4. Developed a multilingual, culturally appropriate volunteer training DVD with additional 
funding from Spiritus Care Services (formerly St. Luke’s Nursing Service). 

 
5. Raised awareness within Department of Communities of issues around working with 

CALD communities. 
 

Vietnamese 
Community in 
Australia (Qld 

Chapter) 

GOC Care 

Co.As.It 

OzPol  

Harmony Place 

Cathay 
Community 
Association 

 

CAVS Resource 
Worker 

(based at MDA) 
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Project Challenges 
 

 
The resource worker identified - 

 

1. A community development framework which assists and supports agencies to develop 
their own programs at their own pace,( which had been the preferred model of the CAVS 
2 project), was not suited to meeting the outcomes required by the Department of 
Communities within a 12 month time frame. 

 
2. The expectation of what could be achieved through one part time worker shared among 

six community organisations was over-ambitious. 
 

3. There is no one-size fits all model for developing volunteer services in diverse CALD 
communities; some communities will need more time and support to develop volunteer 
services than others; and each volunteer service needs to be developed to meet the 
needs of individual organizations. 

 
4. This project reinforced that volunteering in CALD communities needs to be developed 

differently to volunteering in mainstream services because of cultural sensitivities for both 
clients and volunteers. 

 
5. The evaluation component of the project required by the funding body presented a 

challenge to ethno-specific services because of a number of factors including:  
 

- barrier of language and the need for interpreters;  
- lack of English literacy among clients;  
- complexity of questions which may not translate easily into another language;  
- questions which require the disclosure of personal information; 
- number of questions on survey forms; 
- number of surveys to be completed; 
- detail of information required;  
- cultural appropriateness and sensitivity of evaluation process. For example, 

questions on quality of life. 
 

6. The legislative, legal and organisational requirements of establishing a volunteer service 
– recruitment, selection, placement, supervision, support and evaluation of volunteers 
and the service, which requires time, space, staff, expertise, resources and funds to 
develop, are outside the scope of most smaller ethno-specific organizations who have 
limited resources. 

 
7. Organisations were seriously hampered in establishing services because there was no 

designated worker within each organisation available to work towards establishing 
volunteer services.  
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Major barrier to developing volunteer services  
 
 
A major barrier to developing volunteer services id entified by the ethno-specific and 
multicultural CAVS partners was a lack of resources  for volunteer coordination.  
 
 

- Staff within individual organisations have their own duties, and the ‘squeezing’ in of 
volunteer recruitment, coordination and supervision, was very difficult to achieve and often 
conflicted with staff responsibilities in relation to their own work. 

 

- Establishing a volunteer service requires time and expertise, including skills which staff 
employed to undertake other duties, did not necessarily possess. 
 

- Another concern for ethno-specific organisations was growing a volunteer base or service 
within the CAVS 3 framework without a designated Volunteer Coordinator.  They felt they 
would not be able to sustain a volunteer program and services, on an on-going basis, 
given their current commitments, and this constrained their progress. 

 

- All ethno-specific and multicultural CAVS partners stated that they could grow their 
volunteer service, and thus provide more effective social support to isolated elders, if they 
had a funded Volunteer Coordinator.   

 
They concluded therefore that the establishment a sustainable volunteer service requires a 
funded Volunteer Coordinator  who can, on an on-going basis recruit, select, train, place, 
supervise, support and evaluate the volunteer service and client satisfaction. 
 
 
 
Evaluation outcomes not achieved 
  
  
Although many benefits were achieved from CAVS phase 3, the project did not achieve the 
evaluation outcomes required by the Department of Communities within the 12 month time 
frame, which was a condition of funding for the project. 
 

Strategy to achieve outcomes 
 
At the completion of the 12 months, discussions were held between the Multicultural 
Development Association Inc. and the Department of Communities to identify a strategy that 
would enable the required outcomes to be met.  It was agreed that:  
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It was agreed that: 
 

- CAVS Phase 3 be extended for 6 months to enable outcomes to be achieved; 
 
- Additional funding of $20,000 be granted to the Multicultural Development Association Inc. 

by the Department of Communities, and these funds to be brokered to two ethno-specific 
agencies - Ozpol Community Care Services and Cathay Community Association. 

  
- The two partner agencies to establish a model of volunteer service delivery to reduce 

social isolation within their communities and which meet requirements and outcomes of 
the CAVS 3 project; 

  
- Partner agencies undertake the evaluation component required by the Department of 

Communities for CAVS 3. 
 
 

CAVS 3 Extension Project 
 
Partner agencies - Ozpol Community Care Services and Cathay Community Association are 
organisations who have been involved with the CAVS Project since its commencement in 2003. 
 
Each partner identified the most effective way they could establish volunteer social support 
services that could best meet the needs of the frail aged within their communities who 
experience social isolation.   
 
 

Partner Volunteer Services Projects 
 

- The Ozpol Community Association  identified a need within the Polish community of their 
socially isolated, frail elderly people, to participate in regular meeting opportunities for 
social interaction, health and wellness. The meetings to be coordinated and facilitated by a 
paid Volunteer Coordinator assisted by volunteers who speak both Polish and English.  

 

- The Cathay Community Association  identified a need within their community for their 
elderly to have access to a library service tailored to their specific needs and interests, 
which would be coordinated and supervised by a paid Volunteer Coordinator.  The 
Coordinator to be assisted by volunteers who speak Chinese languages as well as English 
and who would manage the day to day running of the service. 

 
 

Project Proposals 
 
Meetings between the MDA CEO Kerrin Benson and partner organisations were held to discuss 
the respective projects, and partners submitted the following Project Proposals. 
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Project Proposal:    OzPol Community Care Association Inc. 
 

 
 
Project:  Assisting Socially Isolated Older People to Attend OzPol’s Wellness 

Centre. 
 
Starting Time:   September 2006 
 
Staff Hours:     12 hours per week at $20/hr (SACS 4.2-4.3) 
 
No. of Volunteers:   Approximately 4 
 
No of clients:    10-15 
 
Nature of work for volunteers:  
 

- Promote wellness centre to elderly CALD individuals 
- Identify elderly CALD people in need of service 
- Organize transportation roster 
- Provide transportation of elderly to and from home to wellness centre 
- Assist elderly in participation of activities at centre 
- Provide encouragement in participation of activities 
- Maintain appropriate records 
- Attend meetings and training relating to the role 
- Provide friendship and companionship to isolated individuals within guidelines 

of OzPol’s volunteering manual. 
 
Budget:  
 
Staff Salary and on cost      $7 500 
 
Administration (phone/copy/stationery etc)  $1 000 
 
Volunteer Training/Meeting/Parking etc.   $   250 
 
Travel Expenses      $1 250 
 
 
Total        $10 000 
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Project Proposal:   Cathay Community Association Inc. 

 
 
 
Project:    Library Service for Socially Isolated Older People 
 
Starting Time:   mid August 2006 
 
Staff Hours:     12 hours per week at $20/hr (SACS 4.2-4.3) 
 
No. of Volunteers:   Approximately 4 
 
No of clients:    12 
 
Nature of work for volunteers:  
 

- Act as a library attendant 
- Enrolment of library users 
- Assist library users to access library materials 
- Maintain library service records 
- Maintain library resources and filing of materials 
- Attend meetings and training relating to the role. 

 
Budget:  
 
Staff Salary and on cost      $7176 
 
Administration (phone/copy/stationery etc)  $1200 
 
Volunteer Training/Meeting/Parking etc.   $1024 
 
Travel Expenses      $600 
 
 
 
Total        $10000        
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CAVS 3 Extension Project: 
 
The CAVS Extension Project came under the supervision of the MDA Volunteer Coordinator in 
consultation with the MDA CEO. 
 
 

Memorandum of Understanding 
 
In consultation with the partners and the Department of Communities, the MDA Volunteer 
Coordinator drafted a Memorandum of Understanding for individual partners. 
 
 

Project Plan 
 
The Memorandum of Understanding included a Project Plan which outlined the requirements of 
the project, time lines and responsibilities. 
 
These included: 
 

- Responsibilities of partners 
- Evaluation Surveys 
- Time Lines 
- Reporting procedures 
- Meetings with partners 
- Reference group meetings 
- Funding for partners. 

 
 
 

Project Plans for Ozpol Community Care Inc., and Cathay Community Association Inc., are 
included in the following pages. 
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OZPOL COMMUNITY CARE 
 
MEMORANDUM OF UNDERSTANDING FOR THE CAVS 3 EXTENSION PROJECT 
 
The following Project Plan outlines the requirements for the CAVS 4 Project. 
 
·  The provision of culturally appropriate social support volunteer services to a minimum of 15 clients during the life of the project. 
·  The completion of evaluation surveys provided by the Department of Communities. 
·  Completion dates, evaluation components, reports, reporting procedures, meetings, outcomes and strategies for meeting outcomes. 
·  Any changes to the plan to be negotiated with MDA. 
·  MDA to be informed of challenges which may arise which prevent outcomes from being reached. 

 
MONTH OUTCOME STRATEGY COMPLETION 

DATE 
PROJECT PROVISION OF SOCIAL SUPPORT SERVICES FOR A 

MINIMUM OF 15 CLIENTS 
RECRUIT VOLUNTEERS TO PROVIDE SOCIAL 
SUPPORT 

SEPTEMBER 2006 - 
FEBRUARY 2007 

October 2006 Agreement of CAVS 4 Project Plan including Evaluation 
Survey requirements 

Meeting with agencies and Communities Evaluation 
Team to agree on MDA CAVS 4 Project Plan and 
clarify Evaluation Tools 

10/10/06 

 Memorandum of Understanding signed   
 Funding for agencies First brokerage payment 6th October 2006 
 Commencement of services   

 1.   Initial Survey  to be undertaken with clients 
2.   Evaluation Survey (Cross Govt Project to Reduce Social  
      Isolation of Older People): 

 
At discretion of Ozpol Community Care Assoc. 

15th October 2006 

 Ozpol Monthly Report for MDA Monthly progress reports from agencies to highlight 23rd October 2006 
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progress with programs for example, 
See Appendix 1 

MDA to negotiate 
meeting date with 
CCA. 

Meeting with agencies to support progress: 
OzPol Community Care Association. 

 Meeting date to be 
determined. 

26th October 2006 MDA to forward surveys to Evaluation Team  26th October 2006 

 REFERENCE GROUP MEETING Presentation from Communities – CAVS 3 analysis 
report. 
Discussion from agencies re: project progress 
Christmas lunch. 

To be negotiated. 

    

December 2006 
 

Second Survey: 
OzPol CA 
 

 4th December 2006 

 MDA Report: 
 

Progress Report from: 
Ozpol CA 
 

6th December 2006 

 MDA to forward Survey to Communities  7th December 2006 
 Funding for agencies Second brokerage payment 7th December 2006 
January 2007 
 

Meeting with agencies to support progress: 
OzPol CA 

 Negotiate with Cathay 
CA date for meeting 

 
February 2007 

Final Survey + 
Evaluation Survey (Cross Govt Project to Reduce Social 
Isolation of Older People): 
OzPol CA 
Progress Report 
 

Surveys & Progress Report to MDA 
 
 
 

20th February 2007 

March 2007 MDA collation of Final Report Meeting with agencies to discuss: 
- Evaluation of project: 
- Selection of clients 
- Recruitment of volunteers 
- Selection / training / support / supervision / evaluation   
of volunteers and the Volunteer Program 
- Model of volunteer service provision that could be 
transferable to other CALD communities and other - 
community organizations. 
CASE STUDIES 

 



 
 
 
MDA: CAVS 3 Extension Project: April 2007                                  
Page 15 of 58                                                                         
                                                              
                                                                      
 
 

- Recommendations for CAVS 5. 
Other information eg challenges, successes, what didn’t 
work, surprises. 
Sustainability of service once funding ceases. 
Outcomes for agencies re:  
impact of program generally – benefits, challenges,  

- for agencies 
- for clients 
- for volunteers 
- on staff 
- on other services being provided 
- will service continue after funding in the same 

form or in some other form. 
What did agencies learn from the project? 
Recommendations for future projects. 
 
EVALUATION OF SUPPORT FROM MDA to 
agencies throughout project. 
 
Survey Information 
Copy of network analysis CAVS 3. 

March 2007 
mid 

MDA FINAL REPORT TO COMMUNITIES  15th March 2007 

 REFERENCE GROUP MEETING Presentation of MDA Final Report to Reference group 
Presentation from agencies re: CAVS 4. 
Communities representatives. 
Celebration Lunch. 

20th March 2007 

 
anne.cole@communities.qld.gov.au; Trevor.Spring@communities.qld.gov.au
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CATHAY COMMUNITY ASSOCIATION  
 
MEMORANDUM OF UNDERSTANDING FOR THE CAVS 3 EXTENSION PROJECT 
 
The following Project Plan outlines the requirements for the CAVS 3 Project. 
 
·  The provision of culturally appropriate social support volunteer services to a minimum of 12 clients during the life of the project. 
·  The completion of evaluation surveys provided by the Department of Communities. 
·  Completion dates, evaluation components, reports, reporting procedures, meetings, outcomes and strategies for meeting outcomes. 
·  Any changes to the plan to be negotiated with MDA. 
·  MDA to be informed of challenges which may arise which prevent outcomes from being reached. 

 
MONTH OUTCOME STRATEGY COMPLETION 

DATE 
PROJECT PROVISION OF SOCIAL SUPPORT SERVICES TO A 

MINIMUM OF 12 CLIENTS. 
RECRUIT VOLUNTEERS TO PROVIDE SOCIAL 
SUPPORT 

SEPTEMBER 2006 - 
FEBRUARY 2007 

October 2006 Agreement of CAVS 4 Project Plan including Evaluation 
Survey requirements 

Meeting with agencies and Communities Evaluation 
Team to agree on MDA CAVS 4 Project Plan and 
clarify Evaluation Tools 

10/10/06 

 Memorandum of Understanding signed   
 Funding for agencies First brokerage payment 6th October 2006 
 Commencement of services   

 1.   Initial Survey  to be undertaken with clients 
2.   Evaluation Survey (Cross Govt Project to Reduce Social  
      Isolation of Older People): 

 
At discretion of Cathay Community Association 

31st October 2006 

 Cathay Monthly Report for MDA Monthly progress reports from agencies to highlight 
progress with programs for example, 
See Appendix 1 

31st October 2006 

MDA to negotiate 
meeting date with 
CCA. 

Meeting with agencies to support progress: 
Cathay Community Association 

 Meeting date to be 
determined. 

26th October 2006 MDA to forward surveys to Evaluation Team  26th October 2006 
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 REFERENCE GROUP MEETING Presentation from Communities – CAVS 3 analysis 
report. 
Discussion from agencies re: project progress 
Christmas lunch. 

To be negotiated. 

    

December 2006 
 

Second Survey: 
Cathay CA 
 

 8th December 2006 

 MDA Report: 
 

Progress Report from: 
Cathay Community 
 

6th December 2006 

 MDA to forward Survey to Communities  7th December 2006 
 Funding for agencies Second brokerage payment 7th December 2006 
January 2007 
 

Meeting with agencies to support progress: 
Cathay CA 

 Negotiate with Cathay 
CA date for meeting 

 
February 2007 

Final Survey + 
Evaluation Survey (Cross Govt Project to Reduce Social 
Isolation of Older People): 
Cathay Community 
Progress Report 
 

Surveys & Progress Report to MDA 
 
 
 

28th February 2007 

March 2007 MDA collation of Final Report Meeting with agencies to discuss: 
- Evaluation of project: 
- Selection of clients 
- Recruitment of volunteers 
- Selection / training / support / supervision / evaluation   
of volunteers and the Volunteer Program 
- Model of volunteer service provision that could be 
transferable to other CALD communities and other - 
community organizations. 
CASE STUDIES 
- Recommendations for CAVS 5. 
Other information eg challenges, successes, what didn’t 
work, surprises. 
Sustainability of service once funding ceases. 
Outcomes for agencies re:  
impact of program generally – benefits, challenges,  

- for agencies 
- for clients 
- for volunteers 
- on staff 
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- on other services being provided 
- will service continue after funding in the same 

form or in some other form. 
What did agencies learn from the project? 
Recommendations for future projects. 
 
EVALUATION OF SUPPORT FROM MDA to 
agencies throughout project. 
 
Survey Information 
Copy of network analysis CAVS 3. 

March 2007 
mid 

MDA FINAL REPORT TO COMMUNITIES  15th March 2007 

 REFERENCE GROUP MEETING Presentation of MDA Final Report to Reference group 
Presentation from agencies re: CAVS 4. 
Communities representatives. 
Celebration Lunch. 

20th March 2007 

 

 
 
 

 
President: Cathay Community Association:  Ken Cheung 
 
Signature:……………………………………………………….     Date: ……………………… 
 
 
 
CEO Multicultural Development Association: Kerrin Benson 
 
Signature:………………………………………………………     Date:……………………….. 
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Project Plan and Evaluation Requirements 
 

Partners successfully fulfilled all obligations out lined in the Memorandum of 
Understanding and met the reporting, evaluating and  timelines outlined in their Project 
Plans.  MDA commends both organizations for their en thusiasm, cooperation and 
professionalism in establishing their volunteer ser vices and in successfully undertaking 
the reporting and evaluation requirements of the pr ojects. 

 

Reports from Partners 
 

Following the guidelines outlined by the Department of Communities, project partners submitted 
reports on their respective programs. 

Guidelines included: 
 

1. Project Background 
2. Service Preparation and Model Description 
3. Administration 
4. Implementation 
5. Outcomes 
6. Discussion 

- Achievements 
   - Barriers / Challenges 
   - Learnings 

7. Recommendation 
8. Conclusion. 

 

Partner Programs 

Each partner established a program or activity utilising volunteers, which they identified would 
help reduce social isolation for the frail elderly within their community. 

- The Cathay Community Association Inc. established a library service which included a 
mobile unit to reach people who could not physically access the service located at the 
association’s premises at Fortitude Valley. 

- Ozpol Community Care Inc.  established a Social Activities group which met weekly.  
Participants who did not have transport were assisted with their transport needs to enable 
them to participate with this group.  

�  Reports from partner organizations are included in f ull in the following pages.    

�  Following this is a summary of the benefits and cha llenges that partners identified in 
their reports and during progress meetings througho ut the project.
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Model Description 
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·  Funding Initiative –  
·  Project –OzPol Seniors’ Day Centre 
·  Goal – Reduce isolation of (CALD) people 

�
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Through our own research, we have identified that the needs of culturally and linguistically diverse (CALD) people 
are not being met even though this is a growing industry. Due to the lengthening life capacity, a good proportion of 
CALD people will lose or will have lost their English language skills due to illness (i.e. dementia, stroke) and 
remain fluent only in their native tongue. In addition, due to assimilation into Australian culture, they did not teach 
their children old customs and this adds to the difficulty with generational understanding and communication. 
Moreover, with the needs of CALD people being brought to the forefront in recent years, mainstream providers find 
it difficult to appropriately meet their cultural needs. 

Social and personal development 

Activities were structured to promote personal and social development and a sense of belonging in the community. 
The activities were either; 

A) Structured:  
 

·  Board games 
·  Card games 
·  Trivial pursuit 
·  Picture puzzles 
·  Song puzzles 
·  Memory enhancing activities 
·  Chair exercise sessions 
·  Bean throwing 
·  Deep breathing & relaxation  sessions 
·  Health &wellness information sessions. 
 

  OR 
 
b) Informal: 

·  Joke and story telling 
·  Sing-a-longs 
·  Presenting short talks on topical subjects 
·  Dancing 
·  Recounting memoirs 
·  Discussing current events.”  
 



 

 
MDA: CAVS 3 Extension Project: April 2007       
Page 24 of 58                                                                             
 


������	����	�������������
 

The provision of practical assistance and structured activities such as health talks from professionals as well as the 
presentation of “Health and Wellness” information covering topics such as: 

·  “What is a stroke?” 
·  “How to identify a stroke” 
·  “What to do if symptoms occur.” 
·  “Preventative measures against stroke.” 
·  “Nutrition.” 
·  “Care of feet” 
·  “Glaucoma” 
·  “Tips for night driving” 
·  “Safety around the home” 
 
These information sessions supported the capacity for independent living.  Our chair exercise and deep-breathing 
 exercises not only supported capacity for independent living but maintained a level of wellness and mobility to  
facilitate social interactions and the use of community facilities.   

 
 
 

ADMINISTRATION 
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Clients, seeking companionship and escape from their empty homes, came with talents and giftings which now had 
an avenue of expression.  This creative ‘unloading’ was of immeasurable benefit to audience and presenters. 

Recruitment of appropriate volunteers was not difficult, as they were recruited on a face to face basis, and the 
selected volunteers were women in their 50’s.  Volunteers came with different abilities and talents.  All were 
bilingual to varying degrees.  Blanca had total mastery of both Polish and English.  She was responsible for the 
presentation of the information in the “Health and “Wellness” session.  Krystyna C., having limited English and a 
vibrant personality took the informal “Sharing” session.  When Krystyna C. was unavailable Blanca took over. 
Rose-Marie whose Polish is limited was of considerable assistance to Helena our capable Polish cook.  She also was 
responsible for keeping the attendance and birthday records.  All volunteers were involved with the group activity 
work.   Feedback from volunteers and participants was that the programme was rewarding.   

A large hall, with air-conditioning and adjacent kitchen, was hired from the Catholic Centre at Bowen Hills.  The 
location provided easy access and ample parking.  The use of a portable microphone from the centre greatly 
enhanced all formal and informal activities.  The commercial dish-washer enabled the group to grow without undue 
burden on existing volunteers. 
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Implementation 
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Volunteer numbers grew from an initial two to five, and volunteers noted that the project was beneficial for both 
themselves and the recipients.  Friendships were gaining strength. 

As knowledge of the service grew, we began a waiting list of clients. We had two.  One of the issues that soon arose 
was the difficulty for many clients to access the service because they had no transport.  As a result of the 
considerable number of requests for assistance with transport OzPol management made the decision to provide 
volunteer transport for some clients.  The provision of this service however, stretched the project’s resources 
considerably and was difficult to provide.  Issues included access to a vehicle; vehicle insurance; availability of a 
volunteer driver; the time it took to collect and return clients to their homes; numbers of trips that had to be made 
before and at the completion of the service; fuel costs; wear and  tear on the vehicle.   

Lack of transport was a major constraint in people attending the service, and the provision of transport assistance 
provided an essential ingredient to clients accessing the service. 
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In September, we commenced our advertisement programme which included radio- announcements and word of 
mouth.  We also commenced looking for volunteers.  Resources for the activities were sourced and bought or 
compiled.  Cost of the hall was negotiated and booked.   

The programme commenced on Thursday 12th October 2006 with an attendance of five clients. 

By the end of February 2007 we had 34 registered clients, two clients on a waiting list and five volunteers. 

A general format for the day’s programme developed.  This brought a flowing rhythm and general predictability to 
the day’s format, which in turn brought a sense of security and stability.  Yet the activities varied from week to 
week so the day still held surprises. 
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Outcomes 
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Thursdays had become a highlight of their week. Social isolation was reduced and the level of their social 
participation had increased. Old friendships had been re-established and new acquaintances formed.  The consistent 
weekly participation had enhanced social confidence considerably. 

Staff and volunteers had increased in their knowledge of ways to engage those at risk of social isolation.  On the 
whole participants were very satisfied with the diversity of the format.  The only suggestion was the need for a 
larger television set so that occasionally all participants might enjoy a Polish film together. 

The development of skills e.g. craft, bushwalking, was not often requested, so little was achieved in this area.  The 
majority of participants were not interested in group excursions/trips. In the month of March the group was taken on 
an excursion to the Bronco’s Leagues Club.  The ‘Health and Safety’ segment of the programme provided 
information around personal safety, for example, raising awareness of 'falls prevention' and home security. The 
“Wellness” aspect of the program included a number of gentle exercises designed to improve the health and well-
being of clients. 
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Sustainability of the project, which has developed considerable momentum, is unlikely without funding for a 
Volunteer Coordinator.  This position needs to be filled by a paid worker to ensure appropriate continued 
management of the project; support and programme development of clients; recruitment, selection, training, 
supervision, rostering and support of volunteers; as well as the maintenance of the health, safety and wellbeing of 
clients. The complexity of the service requires the employment of an appropriately trained person who can 
coordinate all aspects of the project.  Certainly volunteers provide essential assistance which is cost effective, 
however the programme as a whole cannot be sustained without a paid Coordinator. 
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Multi-faceted relationships were initiated and nurtured. 

Client-volunteer:  Clients have enjoyed the youthful vitality of our fifty-something year old volunteers.  Seniors 
enjoyed being around younger people. As facilitators of the formal and informal activities the volunteers had 
bonded with the clients, sharing the fun of the games and intertwining their lives through all the activities of the 
day.  They also had the opportunity to get to know their parents’ friends and inter-relate with them. 

Client-staff:  In addition to all the above, a camaraderie has developed as clients support the coordinator in her 
effort to become more proficient in Polish and as an instructor of the exercise sessions many words of support are 
exchanged and humour shared.  Some staff and volunteers had had a child/adult relationship forty or fifty years ago, 
but through the centre relationships were renewed on adult to adult bases. 

Client-client:  Clients came to the gathering energized at the thought of the meeting with their old and making new 
friends.  The activities further opportunities for those who didn’t know each other well to interact as they applied 
themselves cooperatively to play a board game or finish a puzzle etc.  Relationships had been nurtured and 
strengthened. 
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Client-culture/ethnicity:   All love to express themselves in the language of their birth thus reconciling themselves 
with their history and each other. They re-explored the uniqueness of their identity as Australians of Polish 
background through activities of song, dance, music, Polish films, and literature. 

Family Relationships:  This project had been an expanding experience for both staff and volunteers as they shared 
life with their parent and other parents in a different social setting. They witnessed the life long links that their 
parents had forged.   

Volunteer-volunteer:  Volunteers and staff had bonded closely with each other as all worked and socialized to 
provide quality experiences for the clients. Most of the volunteers had the common experience of caring for an aged 
parent.  Time was specifically allocated for all to enjoy a meal together to further deepen the relationship with each 
other. 
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Networking between the Seniors’ Day Centre and the following organizations had developed 
 

·  Polish Women’s Association 
·  Polish Seniors Club’ 
·  Polish Parish at Bowen Hills 
·  Polish Club at Milton  
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Elderly people from non-English speaking background, predominantly from Poland had benefited from this project.  
We also had people from Lithuania and Bialarus, who speak Polish.  Most clients live alone in their own homes. 

The volunteers and staff had benefited, as new friendships between themselves had formed and deepened.  
Husbands, sons and daughters had also supported wives and mothers with practical help in a number of ways which 
had broadened the scope of individual lives.  Feedback from participants, families, staff and volunteers indicated an 
increase in the capacity of the individuals as well as the cultural community 

Statements, in the form of two written notes and individual quotes, collected from participants regarding positive 
feedback in the reduction of social isolation are as follows: 

 

“I am 85 years old-  I have 4 children and 6 grand children.  I live alone in my own old house.  Many time I am 
very lonely, nothing to do – since I met and joined the  Krysia’s group I am very happy and I wait for the next 
Thursday to go out and have great time with others seniors.  I love singing and play games. 

My life change and I wish it will be forever! Thank you  Krysia. 

Irena Gur, East Brisbane. 

 

 “This is to say that I am happy and grateful places like this ebzist.  I enjoy to be with people the talks and jokes 
the activities. Also the delicious lunch for living alone is sad.” 

Teresa Switez-Glowacz, East Brisbane. 
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“I love to see friends and speak my own language. I’m not alone that day, I can dressed up and arrive home tired 
and happy. 

Krystyna Gwizdalla, Northgate. 

 

“I Love to be among people, I can talk, be silly have fun and I love to dance” 

Barbara Machowska, Bridgeman Downs. 

 

“I get out of the house.” 

Ola Dudzik, Cooper’s Plains. 

 

“I have Contact with People.” 

Barbara Cyranowicz, Alderley. 

 

“It’s the Highlight of my week.  It’s nice to catch up with some friends I haven’t seen for years.” 

Maria Gawrych, Kallangur. 

 

“I enjoy the mental and physical exercise; the connection to the homeland.” 

Henryka Masternak, Paddington. 
�
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The project contributed to reducing social isolation of old people with the creation of a culturally appropriate 
centre-based day-care service to seniors in a safe and fun atmosphere.  The centre gave them access to each other, to 
activities and services to help maximize their quality of life, socially, intellectually, physically and spiritually. 

Social isolation implies not only a deprivation of social stimulation but also deprivation of sensory, mental and 
physical stimulation. 

The sheer anticipation of having a reason to dress up, leave the four walls of the house and journey by whatever 
means of transport, stimulated and excited  the clients.  Once they arrived each was greeted with a sincere 
welcoming Polish greetings, kiss and hug.  Reciprocal greetings were also warm and animated. Many would not 
have felt the touch of a kiss or hug since the last meeting.  They came together to reacquaint themselves with old 
friends and make new ones. 

These participants all share a common history.  Polish migrants represent 60% of all refugees who sought a new life 
in Australia after World War II. They came in their teens and twenties, single or with young families.  The bond 
they share with each other is unique and can find no substitute.  It can be likened to the deep bond and camaraderie 
that exists amongst war veterans.  Who could truly empathize with their experiences and sacrifice but another 
veteran and this is the reality for these senior citizens. 

Songs from their youth, a lively polka, reminiscences about the hard times and the good affected, stimulated, made 
them feel alive.  The extroverts loved to prepare and present their items be they jokes, funny stories, topics of 
interest.  Songs to be sung solo were meticulously written out in case memory failed.  Their preparations stimulated 
their minds.  Our structured memory games also stimulated the mind.    



 

 
MDA: CAVS 3 Extension Project: April 2007       
Page 29 of 58                                                                             
 

The participants totally appreciated the exercise session because they knew that at least once a week, they would do 
something very beneficial for their bodies.  Ultimately it was hoped the ‘chair exercises’ would become an integral 
part of their daily lives. 

The pleasure of sharing a traditional Polish meal in the company of others was one of the highlights.  The aroma of 
the food and attractive visual presentation together with the warmth with which is was served made them happy and 
appreciative.  Most eat their meals alone and in silence. 

The ladies appreciated the effort the volunteers took to present themselves fashionably.  Women enjoy clothes and 
fashion no matter what the age. When the air conditioning worked well a few couples enjoyed a short dance session 
to the lively sound of a polka.  The atmosphere was lively and energetic.  They loved it. 

The session concluded with five games of ‘bingo’ followed by a jackpot.  The seniors organised this session very 
capably and enjoyed it all.  Thus the day concluded and as one participant put it simply,  “We arrive home tired but 
happy.”   

 

DISCUSSION: 

�#$%&'&(&"���
 

A successful respite centre had been established using community resources and provided a desperately needed 
service to isolated CALD seniors at a very negligible cost to the government.  The personal isolation of the 
participants had been reduced and quality of life improved.  The programme had provided social, recreational and 
cultural experiences.  Many had re-established contact with the Polish community in general and friends in 
particular.  A few relationships had been rekindled after 20 years or so. 

This project, by having improved emotional health and well-being had helped maintain physical health thus 
reducing the financial burden on the government to place them in nursing homes.  The centre had established itself 
as a highlight of the week for many of the seniors.  It had become a venue for the expression of their talents and 
giftings. 

The programme had endeavored to educate the participants in a number of health issues such as ‘stroke’, ‘heart  
conditions’,  ‘nutrition’ to mention a few.  This had all contributed to the clients’ maintenance of personal safety in 
their homes.  Structured activities had enhanced memory and concentration skills. 

Staff and volunteers had strengthened their personal relationship with their own parents and other parents. 
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The most significant barrier is the lack of transport.  At present we have two seniors who cannot participate because 
transport cannot be arranged.  Occasions occur when a volunteer  driver is unable to come because of an 
appointment.  As a result three or four seniors will be left at home disappointed.  There is no alternative means of 
transport. 

The increasing number of participants had become a challenge.  Two sometimes three activities were progressing at 
the same time and was difficult to manage.  Activities, needing to be augmented and varied, presented a challenge. 

As the number of clients increased, supervision and support with the filling out of ‘Initial Contact Forms’ and 
surveys was challenging.  Clients were apprehensive about signing documents.  It took time to make them 
understand and trust.  They did not like missing out on the proceedings of the day to be drawn aside to fill out 
reports.  Most are quite old and some cantankerous.  
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We have learnt that the participants are so very happy just to come together to talk and have fun.  All our 
preparation of activities is only enjoyed because they are with each other. 

 

CONCLUSION 
 

The project had reduced social isolation, for the clients who had participated, through meaningful social interaction, 
mental stimulation, physical co-ordination, and self-expression, in a comfortable, secure environment.  The project 
provided a unique opportunity for people from the same cultural background, who often shared the same historical 
experiences, to meet and socialize together. 

Many had expressed that this senior's facility was the highlight of their week.  The regularity of the weekly meeting 
greatly contributed to a positive change in their lives and this is reflected in the comments made.  With the 
assistance of transport, people who were very isolated within the community, had a chance to leave their homes and 
participate in an interesting and exciting programme. The success of the programme is evidenced by the numbers of 
people who attended, the positive feedback we received, our large waiting lists and the expectations that this 
programme has raised with people who have expressed an urgent desire that it continue.    

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 
MDA: CAVS 3 Extension Project: April 2007       
Page 31 of 58                                                                             
 

�

��������	
��	�
�������

������������������������������
�������
������

������������	�����

�������	��	���
�

 

 

 

 

 

 

 

 

 

 



 

 
MDA: CAVS 3 Extension Project: April 2007       
Page 32 of 58                                                                             
 

 
Date: 9 March 2007 

 
FINAL REPORT  

 
 

1. PROJECT BACKGROUND 
 
Many older Chinese people and new migrants have difficulties in accessing the library services of the Brisbane City 
Council Service. Factors that contribute to this problem are limited English, poor understanding of the library 
system, fear of interaction with English speaking staff, and inability to physically access a library.  Even though 
some are able to access the public library service, there is lack of culturally appropriate assistance and a variety of 
Chinese Materials that suits older people.   Social isolation is cited by many older people as the major problem they 
face in Australia.  To alleviate this sense of isolation, we have identified that the older people should be able to 
purse their hobbies with interest.  This is important for maintaining a sense of self worth and satisfaction to life. 
 
2. SERVICE PREPARATION & MODEL DESCRIPTION 
 
This is a new and unique service. Cathay Library, which was officially open in Sept 2006 (see attachment A for the 
poster), gives encouragement and support for library users to promote social life and pursuit of personal hobby.   
 
The library is situated in a room at the office, which is 1/F 161 Wickham Street, Fortitude Valley.  The library is 
staffed by a group of voluntary library assistants who can speak Cantonese, English and Mandarin.  The opening 
hours are Monday Morning – from 10 am to 12: 30 pm and Friday Afternoon – from 12:30 pm to 3:00 pm. 
 
Becoming a library user, she / he is required to fill in the application form and make a signature on the ‘Service 
Agreement’ (see attachment B, C &D).  They are written in Chinese.  Afterwards, a pink library card will be issued 
with Library Membership Number.  Every visit, they are also required to sign in and sign out for records.  There is a 
library volunteer team assisting the operation of library service.  Volunteers are trained and speak English, 
Cantonese and / or Mandarin.  Currently there are 42 registered library users. 
 
In the project, a mobile library was also organized after the on site library was in place.  The mobile library is to 
serve frail older Chinese people who are assessed as socially isolated and have difficulties accessing to the 
community life.  
At the moment, there are 5 older people registrated as mobile library membership.  This service started in Nov 
2006. 
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3. ADMINISTRATION 
 
3.1 Financial: 
 
  Proposed Budget *Estimated Spending till to Feb  
Staff Salary & on cost 7176 5750 
Administration 
(phone/fax/copy/stationery etc) 

1200 300 

Volunteers (Training / Meeting etc) 1024 200 
Travel Expenses (parking fee / bus tickets 
etc ) 

600 500 

Total  $ 10000 6200 
* The estimated spending is only for reference.   
 
3.2 Resources: 
 
Starting from May 2006, we had received over 1000 books and magazines from the community and 400 items from 
Consulate of the People’s Republic of China in Brisbane.  We understand that many Older People are unable to read 
well due to visual impairment.  Fortunately, we received a Jupiters community fund for purchasing new items.   
Books are about health, medicine, cooking, language learning, traveling, Chinese History, Chinese Literature and 
biography.  The audio-visual items are mainly Chinese TV series of dramas, Chinese Traditional Opera, Chinese 
History and traveling.  These categories were the suggestions of library users after a meeting in Oct and individual 
(phone and face-to-face) contact.  The fund will enable us to purchase over 400 new items. 

 
The library cannot exist without volunteers.  Though advertisement and ‘mouth to mouth’, there are 7 volunteers 
trained as library assistants at the moment.  In the process, two withdrew due to personal reasons and three new 
joined in.  The CAVS project worker developed the work process to deliver the library service, to provide training 
and assistance to volunteers, to allocate tasks and work schedules of volunteers, to organize meetings and so on.  
All library volunteers were given ‘Voluntary Library Assistant Card’ as identity. 

 
4. IMPLEMENTATION 

 
Although this library service project was formally approved in August, the preparation activities had begun since 
June 2006.  We advertised the recruitment for volunteers and resources donations for a few months.  We received 
a lot of phone calls which gave praise, support and application of volunteer position.  It was clear that people from 
the Chinese community supported this initiative. 
 
Cathay Library is situated at the office, which is 1/F 161 Wickham Street Fortitude Valley.  Most of library users 
and volunteers catch bus or train to the library.  Due to locating in China Town, many of them sometimes go for 
lunch together when the library is closed. 
 
As the project was formally approved in August, a project worker was employed to organize the library set ups.  
At the initial stage, volunteers were invited to discuss the ideas, principles, guidelines, procedures and design of 
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the project.    4 volunteers were recruited and began filing once a week at the office (Cathay Community 
Association). 
 
As book shelves were installed and all forms (see attachments E & F) were ready, a rehearsal was organized to 
final review the service procedures on 1 Sept.  Cathay Library was open on Monday 4 Sept 2006.  There are more 
than 50 people participated in the Opening ceremony.  Some were registrated as membership after the opening 
ceremony, some were introduced by friends later on and some were referred by HACC case managers of Cathay 
Community Association.   
 
Due to locating at first floor, people need to walk up the stairs.  It is found that those who are frail would be unable 
to walk up the stairs.  Therefore, mobile library service was generated and began in mid of November.  This 
service employed a driver to deliver items once a month.  At present, we have 5 mobile library users and one of 
them is the survey participant.   
 
Every visit, library user is required to sign an attendance record.  When a few library users come in, volunteers and 
coordinator would encourage them to stay for a while and to enjoy the company in the relaxed environment.  We 
talked topics about the contents of the item borrowed, weather, food shopping, recommendation of books, 
community activities and local news.   
 
In Nov, the project worker demonstrated a PowerPoint presentation to show the progress of the project (see 
Attachment G).  In the time of Chinese New Year (in Feb), all library users were given a small red pockets with 
golden chocolate coins and Chinese traditional sweets.  Two of library users (survey participants) made some 
other Chinese traditional cakes in return.   
 
5. OUTCOMES 
 
Until 5 March 2007, there are 42 library members in the service.   More than 75 percent of them are over 60 years 
of age.  16 of them are the survey participants.  Most enjoyed and preferred audio-visual items more than books.   
 
According to the record of borrowings and attendance (see attachment H & I), it shows the community 
participation and personal contact were active.  In participation, library users were exercising their right to access 
the service, to express feelings and suggestion and to develop personal and social relationship.  This is also about 
mental activity while they have to count the number of Discs they borrowed or returned, and to remember the 
return date.  Think that half of audio-visual items comprise more than 5 discs and one item has 50 pieces of disc.  
No one returns late and no disc is missing, so far.  Items can be borrowed more than 4 weeks.  However, most 
borrowers take about 2 weeks and then return them. In average, every library user spends at least 15 or 30 minutes 
at the library. Some even stay an hour. 
 
Three gathering meetings were arranged in Oct, Dec and Feb for all library users.  It aimed to link all individuals 
to know each other and share their interests.  After the meetings, they would have lunch together sharing the food 
that contributed by other library users and some bought from takeaway. 
 
Below are some examples to briefly demonstrate the significance of the service: 
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Code ‘UO TRH’ – female 
She is living with her son and always alone at home.  She comes to Cathay Community Association for computer 
class once a week.  As she knew the library service, she was very happy because she loves reading and watching 
videos.  She came to the library twice a week and always stayed for more than half an hour.  In Jan 07, she asked 
whether she could join the library volunteer team.  She said that she wanted to learn and help, and the library is 
meaningful as it contributed to preserve Chinese Culture and knowledge. She has also introduced a couple of 
friends to join the library membership.  She enjoys sharing their favours with others. 

 
Code:  UN CHN - female 
She is living with her grand-daughter in Fortitude Valley.  She felt lonely because her grand-daughter does not 
always listen to her due to busy work.  In day time, she walks around the China Town for food shopping but feels 
quite lonely in the community.  She also felt that no one will care of her.  She joined the library and participated in 
Day Respite Care of Cathay Community Service.  She comes to the library once a week and goes to Day Respite 
Service once every fortnight.   She said she won’t go to public library due to language barrier.  She likes to come 
to the library where people are friendly and service is great.  She told me that she is not good in speaking and 
being active to socialize.  Every visit, she spends about 20 minutes in the library for chatting and reading Chinese 
newspaper. 
 
Code:  IC TSO - male 
He does not come to the library often, may be once in 3 weeks.  His wife and he are looking after their 2 years old 
grandson in day time.  Mr. Tso loves books and audio-visual materials about health and Chinese history.  They 
both enjoy the library service that understanding the needs of Chinese Older People and providing a wide range of 
selections.    
 
Code:  HU TOA - female 
She lives alone.  She does not use the service very often, maybe once in 2 or 3 weeks.  She praised the service and 
the volunteers.  In early February, she came to enquiry about personal safety equipment.  The information sheet 
about the installation of monitoring calling system was given in the following week.  A home assessment is being 
organized by Cathay Community Association. 
 
Code:  IN WAG - male 
He is living with his wife and is over 80 years of age.  He always spends time at the library to read newspaper and 
selects items.  One day, he asked me to write some words in English on a greeting card for his family doctor who 
was having a baby soon.  One day, he asked me to type and laminate a self-designed small safety card.  IN WAG 
is worried that he may be unconscious and has accident on street.  He said that even though his daughter can make 
one, he knew that she won’t let him like that. 
Moreover, he likes activities.  He asked how he can join the other Chinese Senior Club.  Information was given.  
He is participating in the club meeting once per fortnight.  The reason why he likes joining Chinese Club is 
because of the understanding of Chinese Culture and similar language. 
 
Code:  OI KWG – male 
He lives in Northside of Brisbane with his wife.  He is a good learner and helper.  He joined in the Library 
volunteer team since Oct 06.  At the beginning, he was a bit worried about his ability to do filings and computing.  
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He is now very confident with helping library users and is doing the data entry of library new items.  He loves the 
library position and feels great.   
His wife was hospitalized for a few weeks.  He becomes busy with looking after his wife.  He looks thinner but I 
can see that he misses us (volunteers and library users) at the same time.  He said that he is only available once a 
month, not every Friday. 
 
Code: AU FUA (Mobile library user) - female 
She can’t walk up or downstairs.  She can’t see very well, but she can listen and sees a little bit.  She enjoys 
watching the Chinese Opera which casting by very famous actors / actress.  She is able to follow the stories and 
enjoys the traditional Chinese songs.  When her daughter comes home after work, they watch it together.  They 
have a great time at home.  She is also receiving Day Respite Service of Cathay Community Association. 
  
 
6. DISCUSSION 

 
Achievement of the Project 
 
Reading is a hobby and that benefits one’s social and personal development.  Books or audio-visual materials 
provide knowledge, outside world and even laughs to one’s life.  Books about health, history and cooking, and 
Chinese history and series of Chinese TV drama are the most popular items.  These items are in Chinese.  Cathay 
library service is a significant opportunity for Chinese Older People to develop their social circle and participation 
and to achieve a meaningful life in old age. 
 
The process of reading or watching program is a mental activity while audience is receiving and managing 
information.   The activity of borrowing items is a social and human contact, which involve a lot of verbal 
communication.  Every visitor to the library is regarded as VIP (very important person) who should receive quality 
of service.  
 
The library is not open every day, but only 2 days on Monday from 10:00 am to 12:30 pm and Friday from 12:30 
pm to 3:00 pm.  Under the Membership Service Agreement, every library user is required to comply with all 
regulations.  This is a responsibility for every member.  As a result, they return items on time and keep items in 
good conditions.  So far, there is no item missing or being damaged.  These simple job tasks involved with 
physical and mental exercises that contributed and demonstrated that significant outcomes to alleviate social 
isolation of the seniors were achieved. 
 
Barriers / Challenges 
 
The big barrier is ‘funding’.  The service was set up because of having an approved funding.  Although volunteers 
are playing an important role to assist the operation of the service, they need on-going support and supervision.  In 
the final gathering on 20 Feb 2007, library users were very worried about the ‘Loss’ of the service.  The extension 
of opening hours was also suggested.  Re-schedule of volunteers’ duty is required.  However, the volunteers felt 
uncomfortable to run the service themselves.  Hence, the continuity of the library without the administration 
support of a project worker is the fundamental barrier and challenge. 
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Learnings 
 
Australia is a multi-cultural society which respects people from different culture backgrounds.  It is also expected 
that everyone has a right to access all public service.  For those who have difficulties in speaking English and 
accessing public transport, their right is being undermined.  Cathay Library gives a new ‘dynamic’ to encourage 
them to participate in community life.  In a Chinese Proverb, ‘same voice same tone’ displays their needs and their 
expectations to life in a more efficient and effective way.  They want to find someone who can speak in their 
language and express themselves freely and deeply. 
 
7. Project Recommendation 
 
Volunteers need a coordinator to provide regular supervision and support.  In fact, only one volunteer has had 
experience of book filings while the rest are not familiar with computer software, especially ‘Excel’ for data 
collection. The volunteer position is not only person-to-person communication but also handling data and 
documents and procedures.  Paradoxically, the service can be maintained but lack of systematic management and 
supervisory may bring about a lot of unease and anxiety to volunteers. For example, if items are returned late for 3 
days and the person denies his/her fault and refuse to pay $3 for administration fee charge or tracing a missing 
DISC.   
 
On 12 March, volunteers will sit together for discussion of the prospect of the service.  They will be asked whether 
they want to stay at the positions or work one hour more on Fridays under requested by library users. 
 
This is a six month trial project.  It is not enough to monitor their performance when some volunteers are not 
experienced in dealing with difficult situation and in-deep communication with library users.  Also, the question is 
whether the library should take new volunteers when there is no project worker.  
 
Finally, we have over 200 items of audio materials and 200 new books.  Think that library users might have 
borrowed most of the audio-visual items after a year.  Hence, to keep their interest alive is to have on-going 
funding for purchasing new items once a year. 
 
 
8. CONCLUSION 
 
This is a potential service when no library provides ‘same voice same tone’ as cultural appropriateness. Cathay 
Library is much smaller than public library, but it is unique and influential to meet their mental needs and to 
alleviate social isolation of the Chinese seniors.  Imagine that an individual, who is in old age, frail, cannot drive, 
cannot walk well, cannot speak out their needs and live alone, is highly isolated and disadvantaged.  The 
alleviation of social and personal isolation requires the provision of cultural appropriate service in our community. 
 
The library project proved to be the effective and appropriate means in addressing their issues.  It is highly 
recommended that the service should be continued with extra funding support.  It is a ‘loss’ not only to the 
Chinese Community, but also contrary to the ideas of multi-culturalisation if the library is closed. 
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Attachments to Email: 
 

A. A Community Poster about the service opening  

B. An Information Sheet – Joining the Library (English & Chinese Versions) 

C. Service Agreement (English & Chinese Versions) 

D. Library Card Application Form 

E. Cathay Library – Mobile Library Operation Procedure & Leaflet 

F. Library Items Movement Record 

G. A Presentation on the Progress of the Service 

H. Library User Record 

I. Volunteers On Duty Time Sheet. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 

Summary of challenges for frail elderly from culturally and 
linguistically diverse backgrounds 
 

 

In the following pages, the challenges that partners identified for the frail elderly within their 
communities have been summarised, along with the benefits their programs achieved for these 
clients. 
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Cathay Community Association Inc. Ozpol Community Care Inc. 

1. Project Background 

 
Identified a need for clients to have access to a culturally 

appropriate library service where they can pursue personal 
interests; enjoy communication with others in their own 

language; and have social interaction with people from the 
same cultural background. 

 

 

Identified that frail elderly within the Polish community living 
alone, would benefit from meeting regularly for social and 

recreational activities, supported by staff and volunteers who 
speak the Polish language. 

CHALLENGES  BENEFITS OF SERVICE CHALLENGES  BENEFITS 

 
Difficulty in accessing 
general library services and 
resources because: 
�  Limited English so difficulty 

or embarrassment in asking 
for help; 

�  Poor understanding of 
general library system; 

�  Fear of interaction / asking 
for help / appearing 
uneducated; 

�  Poor mobility so physically 
cant get to the library; 

�  No transport; 
�  Lack of cultural appropriate 

assistance; 
�  Lack of culturally 

appropriate materials not 
only for Chinese people but 
for older Chinese people. 

 
Communication: 
 
�  People can ask for help in 

their own language and 
know there will be someone 
who will unhurriedly meet 
their needs; 

�  Not a large queue with the 
pressure to communicate 
hurridly as can be found in 
general libraries; 

�  Embarrassment in having to 
communicate with limited 
English skills or being 
overheard by others 
communicating with 
difficulty. 

 
 
 

 

Frail elderly living longer: 

�  Number of frail elderly within 
the Polish community are 
living longer due to 
improved health care and 
often because of inability to 
drive or lack of opportunity 
are socially isolated. 

Loss of English language 
skills: 

�  A good proportion of these 
people have lost or will lose 
their English language skills 
due to illness (dementia, 
stroke) and retain only their 
mother tongue.  This 
compounds their isolation in 
that they can only converse 
comfortably with people 

 
Social contact with people 
from their own generation: 
 
�  This may be the only social 

contact clients have and the 
only outing they experience 
weekly; 

�  Re-invigoration of 
enjoyment of life and 
something to look forward 
to; 

�  An opportunity to dress 
well, be groomed and get 
out of the house; 

�  Ability to converse and 
express themselves in their 
own language; 

�  Ability to have contact with 
other adults of their own 
age; 
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Limited access to news and 
information: 
For elderly who do not speak 
the English language or 
struggle to understand it – they 
do not have access to the 
same recreational, news, 
social activities that English 
speaking elderly.   
 
For example: 
�  Television.  CALD elderly 

have difficulty watching 
and/or understanding 
television because 
programs are culturally and 
linguistically different and 
may have little interest or 
relevance to older Chinese 
viewers. 

�  Seniors Clubs.  Elderly 
Chinese people may feel 
uncomfortable attending 
Seniors or RSL clubs 
because of the cultural and 
linguistic differences. 

�  Neighbours and local 
community. Elderly Chinese 
people may not be able or 
feel comfortable conversing 
with neighbours who may in 
turn not wish to converse 
with them. 

 
A comfortable space in 
which to socialize: 
 
�  Having the library in their 

own space – the Cathay 
Community enables clients 
to feel comfortable; 

�  Clients will often sit in 
library to read, browse or 
chat with volunteer helpers; 

�  Library users spend a 
minimum of 15 minutes and 
some up to an hour in the 
library; 

�  Respect and responsibility 
are shown to users in that 
they are consulted in how 
the service should operate 
so that it better meets the 
needs of users. 

 
 Additional social and health 
benefits include: 
�  Meet with others on a 

regular basis who are also 
visiting the library; 

�  Greater range of culturally 
specific resources in the 
one space along with 
resources suitable for 
people who are hearing and 
vision impaired; 

�  Borrowing and returning 

from their own culture which 
they may or may not see on 
a regular basis. 

�  As they increasingly lose 
their English language skills 
their ability to interact with 
neighbours or shops at local 
stores becomes more 
difficult and confusion and 
embarrassment ensue. 

Separation form country, 
culture and people: 

�  Have experienced a 
separation from their 
country of origin, their 
culture and language, due 
to their integration into the 
Australian culture, so 
experience grief and loss 
over these losses; 

Loss of traditions within 
families: 

�  In their effort to integrate 
into the Australian culture 
have not imparted their own 
heritage, customs and 
culture to their children who 
now might not understand 
or participate in these 
customs with their parents. 
This compounds their 
feelings of loss of culture 

�  Some clients reunited with 
old friends they had not 
seen in years; 

�  Ability to reminisce about a 
shared history that is 
unique to this group of 
people.  (Polish migrants 
represent 60% of all 
refugees who sought a new 
life in Australia after World 
War II).  

�  The opportunity to re-
explore the uniqueness of 
their birth thus reconciling 
themselves with this history, 
settlement in Australia, and 
with one another; 

�  Enjoyment of activities that 
interest this age group, eg 
discussing issues or new 
items which features in the 
social program; 

�  Have an opportunity to 
laugh, share a joke; a funny 
story, and be merry; 

�  Understand that people 
care about them: they are 
given Polish greetings, 
welcomed by name; 
hugged and kissed (if they 
wish to be) and treated with 
sensitivity respect.   

�  Experience and enjoy 
Polish music, dancing, food, 
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. 
 
 
 

books on a regular basis 
encourages people to get 
dressed; 

�  Gives people a reason to 
get out of the house 
regularly; to get dressed, to 
think about their grooming, 
catch public transport etc.  
so helps maintain their 
connection with the general 
community by using public 
transport. 

�  Because people have a 
reason for coming into 
Fortitude Valley – namely to 
borrow books, they often 
remain in the Valley to walk 
about and visit shops; 

�  Responsibility in that there 
is a system of borrowing 
and return which 
encourages discipline of 
use; 

�  Encourages mental activity 
not only with the information 
borrowed by also with the 
procedure required to come 
into the library and return 
home, the system of 
borrowing; 

�  Promotes a sense of well 
being in that it meets 
intellectual, academic, 
social, recreational and 

and identify because they 
cannot share these with 
their families. 

Regular social meetings 
within CALD groups: 

�  The opportunity for groups 
of people from the same 
cultural background and 
language to meet socially 
on a regular basis within 
mainstream services, who 
have staff who speak their 
language, is remote. 

Loss of mobility: 

�  CALD elderly who do not 
drive, who cannot access 
public transport, or have no 
other means of transport, 
are extremely isolated from 
the general community. 

 

films; literature; 
�  Experience some control 

and ownership over the 
program as clients are 
encouraged to share their 
ideas about the program 
and are encouraged to help 
and support staff in 
providing the service. 

 
Re-invigoration through 
activities: 
 
�  Clients re-energised with 

this opportunity to meet with 
peers on a social basis.   

�  Re-energise interest in 
current news and 
community activities:  
Participants are 
encouraged to bring a piece 
of news with them to share 
with group; 

�  Mental stimulation occurs 
through playing board 
games, puzzles, and the 
competition that can occur 
among clients playing other 
games; preparing new and 
other items of interest to 
share with others; 
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spiritual needs as resources 
include books on health, 
medicine, cooking, 
language learning, 
traveling, history, literature, 
opera etc. 

�  Has encouraged 
participation within the 
library as some users have 
become volunteers – given 
them a new lease on life 
and activity; 

�  Has encouraged volunteers 
to develop skills – library 
systems, database, filing, 
etc.; 

�  Enables further social 
activity in that people who 
meet at the library often go 
to lunch together;  If 
participants are brought into 
the library by family 
members they may select 
items they both can share 
eg books, CD’s, videos, 
which encourages a shared 
interest within the family; 

�  Meets the needs of people 
who may not enjoy other 
shared social activities; 

�  Participants are exposed to 
information about other 
events eg notice board, or 
are informed by volunteers 

 
 
Access to information: 
�  Through discussion with 

others, staff and volunteers, 
have access to other 
information including 
medical and health issues; 

�  Have access to staff who 
can provide advice on other 
services or help with other 
issues or problems in their 
lives. 

Health and Wellness 
Program 
�  Be involved with a wellness 

program that includes 
gentle exercise, deep 
breathing and relaxation. 

�  Be informed about health 
and medical issues through 
presentation of ‘Health and 
Wellness’ information. 

Relationships: 
�  Family relationships have 

been reinvigorated eg 
daughter brings mother to 
activity and stays and helps 
as a volunteer; 

�  Relationships between 
families facilitated as family 
members arriving with their 
parents make contact with 
other families; 
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about other social activities 
within the community, so 
their attendance increases 
their opportunities to 
socialise or become more 
involved in the community; 

�  Library volunteers arrange 
social get-togethers for 
participants so they can 
identify themselves as a 
unique group supporting the 
library; 

�  These social get-to-gether  
encourage other 
interactions such as 
cooking, sharing food and 
helping the Library set up 
for these events; 

�  Participants have involved 
themselves in the Library by 
helping set up the library 
and donating resources; 
participate in other ways eg 
cooking and bringing food; 

�  Helpful to people with vision 
or hearing impairment as 
they have access to 
recreational materials they 
understand, are familiar 
with and appreciate; 

�  The service is helpful in 
other general ways eg a 
client wanted his name, 
address and contact details 

�  Families witness the life 
long, not transient links that 
their parents have forged 
with others who are long 
time friends and who also 
attend the meetings and 
gain a greater appreciation 
of their parent as a unique 
individual; 

�  Enjoy the youthful vitality of 
younger (50 something) 
staff and volunteers; 

�  New relationships have 
been formed between 
clients as well as clients. 
staff and volunteers; 

�  Benefits to volunteers is an 
improved understanding of 
Polish customs, culture and 
language. 

 
For volunteers:   
 
�  Most are in the position of 

caring for an elderly 
parent(s).  These meetings 
offer an opportunity for 
them to share and de-brief 
with one another the 
blessings and challenges of 
their caring role; allow them 
to enjoy their parent(s) in a 
different social setting; 
provide some respite for 
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on a laminated card so that 
should be become lost or 
have an accident, he could 
be identified.  Library 
volunteer assisted with this. 

�  Assists in maintaining 
connection with heritage 
and culture which 
decreases feelings of 
separation from the home 
country. 

�  For mobile library users, 
they have the connection 
with the volunteer delivering 
books as well as access to 
culturally appropriate 
materials. 

 
Other outcomes: 
Library participants are 
interviewed in their home by 
Support Worker prior to 
registering for the Library 
Service.   
 
During this time there is 
identification of other needs eg 
referral to other services, light 
fitting that may need to be 
changed, security in the home, 
or share information about 
other services. 
 

them in that others are 
responsible for the program 
and activities and their role 
is to share in the day and 
offer help when it is 
needed; return a parent to 
their home – tired, fulfilled 
and more satisfied. 
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BARRIERS / CHALLENGES 
 

 
BARRIERS / CHALLENGES  

 
1. Funding for Volunteer  
Coordinator/Project Worker: 
 
Without on-going funding for a 
Volunteer Coordinator the 
Library Service which is the 
result of considerable 
contribution of resources both 
material and human, cannot 
continue to operate.  A 
Volunteer Coordinator is 
essential to: 
�  Enable volunteer 

recruitment, training, 
supervision and support; 

�  Drive social get-to-gethers 
and other social activities 
that have arisen out of the 
library initiative; 

�  Provide direction, support 
and continuity to the project. 

�  Have the necessary 
management and people 
skills necessary to maintain 
momentum. 

 

 
Contribution of Cathay 
Community Association to 
Library Project: 
 
�  Support of CEO through 

supervision, administration 
and financial control and 
supervision of project officer 
and project; 

�  Liaison with MDA Volunteer 
Coordinator; 

�  Premises; 
�  Library set up; 
�  Volunteers 
�  Resources – books, CD’s, 

audio visual materials; 
�  Volunteers. 

 
1.  Funding for Volunteer 
Coordinator/Project Worker. 
 
Without on-going funding for a 
Volunteer Coordinator the 
Social Group which is the 
result of considerable 
contribution of resources both 
material and human, cannot 
continue to operate.  A 
Volunteer Coordinator is 
essential to: 
�  Enable volunteer 

recruitment, training, 
supervision and support; 

�  Develop and manage 
program of activities; 

�  Provide direction, support 
and continuity; 

�  Have the necessary 
management and people 
skills necessary to maintain 
momentum. 

 
 
 
 
 
 
 

Contribution of Ozpol 
Community Care included: 

�  Support of CEO through 
supervision, administration 
and financial control and 
supervision of Volunteer 
Coordinator and project; 

�  Liaison with MDA Volunteer 
Coordinator; 

�  Premises; 
�  Resources; 
�  Volunteers; 
�  Planning and Program; 
�  Transport of clients to 

venue when required. 
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2.  Transport for clients: 

It was a challenge to provide 
on-going reliable volunteer 
transport for clients to get to 
the centre. Clients not being 
collected and brought into the 
centre because drivers had 
other commitment, resulted in 
these clients being very 
disappointed. 

 
3.  Managing large numbers 
of people involved in 
different activities at the 
same time. 
 
The success of the program 
resulted in large numbers of 
clients attending.  Because the 
program was operating for only 
a limited period participants 
were all welcomed.  This at 
times meant that staff and 
volunteers were challenged in 
providing adequate 
supervision over the activities 
being undertaken, as well as 
being able to provide the 
variety and stimulation 
required by clients. 
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4.  Evaluation forms: 

�  Completing Surveys and 
Evaluation Forms a 
challenge because: 

�  Time each survey took to 
complete with each client; 

�  Clients apprehensive about 
signing documents; 

�  The time and patience it 
took to engender trust in 
clients so that they would 
complete documents; 

�  Clients disliked being drawn 
away from activities to fill 
out documents and many 
expressed very negative 
feelings about this. 
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In Summary: 
 
The success of the library is evidenced by: 
 
�  The large numbers of people (42) who have registered and 

who are regular participants.  
�  The support the Chinese community have given the initiative 

in that significant donations of materials (over 1000 books 
and magazines and 400 other items)  contributed to the 
service; 

�  The fact that 50 persons attended the Official Opening of the 
library; 

�  The enthusiastic borrowing by participants; increasing 
numbers using the service; the few late returns of resources 
with no items lost or damaged;  

�  The large number of members who participate in library 
social get-to-gethers; 

 
It is a fundamental right for all citizens to have access to 
information, resources and access to public services.  Frail 
elderly who may have migrated to Australia and not had an 
opportunity to learn English well, will revert to their mother 
tongue particularly as their contact within the community is 
diminished 
 
The Library Service has given people an opportunity to peruse 
their interests in reading and to access to culturally and age 
appropriate recreational material; provides opportunities for 
social contact and interaction with their own people and in their 
own language; and offers access to help and information about 
other activities and services, and encourages them to remain 
connected to their community. 
 

 
 
The social gatherings have offered a unique opportunity for 
socially isolated Polish elderly to meet regularly.  This initiative 
has been much talked about and anticipated but has been 
difficult to progress without the funding required for a Volunteer 
Coordinator to coordinate the program.   
 
These meetings have provided social, intellectual, physical and 
emotional benefits for people that otherwise would be extremely 
isolated. 
 
An added benefit is that clients, staff and volunteers have 
bonded closely with one another and all have experienced 
enormous learning and enrichment in their lives as a result.  A 
significant outcome from this project is that all clients have 
experienced an increase in capacity within themselves and the 
cultural community. 
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CONCLUSION 
 
 
 
It is with great pleasure that I present this repor t to the Department of Communities.   
 
There was significant concern by the Multicultural Development Association that no outcomes  
were reached during CAVS Phase 3, however a learning for MDA with this project, as well as 
the ethno-specific organisations who took part in CAVS Phase 1 and 2, is that the development 
of a volunteer service within each agency is difficult to establish without direct funding  for a 
Program or Volunteer Coordinator.   
 
Despite the resource service provided by the CAVS 3 project worker, who offered substantial 
support to the CAVS 2 ethno-specific organisations to help them establish their own volunteer 
services, no volunteer program was established for the reasons outlined on page 7.  However 
once funding was provided for a Volunteer Coordinator for the CAVS 3 Extension Project, social 
support services commenced almost immediately.  The volunteers were available, however they 
needed professional coordination and support to enable them to deliver a reliable service.   
 
Partner organisations also made a contribution to the project. This included time, planning, 
programming, staff support, supervision, and other resources; however their success was 
contingent on having a funded Volunteer Coordinator, with the specific skills to drive and 
manage the project. This funded position provided stability, reliability and expertise, which 
enabled the CAVS 3 Extension projects to flourish.   
 
 
 

WHERE TO FROM HERE? 
 
 
 
Social isolation for people who are frail aged or who have a disability from CALD backgrounds is 
a significant concern for both government, who fund projects such as CAVS to investigate these 
concerns, as well as for community organisations who constantly strive to provide support  but 
cannot do so because of financial constraints. 
  
The evidence provided by the CAVS 3 Extension Proje ct  has identified the tremendous 
benefits that volunteer social support programs can provide to socially isolated frail aged clients 
from CALD backgrounds, however these benefits are short lived if they do not progress beyond 
pilot project funding.  
 
 
A question for the Department of Communities is where to from here in relation to the 
excellent programs that both Cathy and Ozpol Community Services have established in 
particular; and the social isolation of frail aged within CALD communities in general, which has 
been identified in the CAVS 1 Report. 
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RECOMMENDATIONS 
 
 
 
�  The Multicultural Development Association, on behalf of the two partners, recommends 

further discussion with the Department of Communities to achieve on-going funding for both 
Cathay and Ozpol Associations to continue the excellent programs developed. 

 
�  For these discussions to include the establishment of on-going funding to provide social 

support services to people who are frail aged and who are socially isolated from other ethno-
specific organisations who have identified such a need within their communities.   

 
�  The social support needs of the frail elderly from CALD backgrounds in Brisbane and 

peripheral areas, was investigated the CAVS Phase 1 Report.  An excerpt is included below 
for your perusal and the full CAVS Phase 1 Report can be provided electronically upon 
request. 
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Blue Care Brisbane Central Region and St. Luke’s Nursing Service. 
Researched and Written by Iona Cominos: May 2003 
 
�
������������������
 
A study conducted by Russell et al (1999:72) regarding social isolation amongst older 
Australians, found that ‘ethnicity’ is a key risk factor for loneliness and isolation in older age. 
Similarly, the Council on Ageing Queensland Inc (1997:6) reports that people from culturally and 
linguistically diverse backgrounds are more likely to experience isolation with increasing age 
than their Australian-born counterparts. Rowland (1991), however, cautions against making 
negative generalisations about ‘the ethnic aged’, advocating a focus on strengths within groups 
including an acknowledgement of the ‘sense of belonging’ experienced by at least some older 
people from diverse communities (cited in Barnett et al 1996:5).  Indeed, responses from both 
key informants and multicultural service providers reflect a recognition of different experiences of 
isolation both within and between communities, as demonstrated below. 
 
Both key informants from the Chinese, Iranian and Spanish-speaking communities stated ‘many’ 
frail aged people ‘feel isolated from their own community’. Two multicultural service providers 
noted ‘some’ Iranian frail aged experience social isolation, while one multicultural service 
provider suggested this to be the case for ‘some’ Chinese frail aged. Although three multicultural 
service providers supported the key informants’ view that Spanish-speaking frail aged 
experience social isolation, two multicultural service providers stated this is the experience of 
‘not many’ Spanish-speaking frail aged. 
 
Social isolation was recognised as a significant issue for the frail aged in the Bosnian and Polish 
communities, with key informants indicating either ‘some’ or ‘many’ frail aged ‘feel isolated from 
their own community’. Two multicultural service providers supported this view that ‘some’ 
Bosnian and Polish frail aged experience social isolation, while one multicultural service provider 
suggested ‘not many’ frail aged in the Bosnian community experience social isolation.  
 
Key informants from the Croatian, Dutch, Greek and Italian communities stated ‘some’ frail aged 
people ‘feel isolated from their own community’, with one multicultural service provider agreeing 
that ‘some’ Dutch and Greek frail aged experience social isolation. 
 
Views regarding the level of social isolation amongst Samoan and Vietnamese frail aged people 
varied between key informants interviewed. In the Samoan community, one key informant stated 
‘not many’ frail aged ‘feel isolated from their own community’, while the other key informant 
regarded this to be an issue for ‘some’ frail aged people due to breakdown in traditional family 
and community support structures. One multicultural service provider further confirmed this view 
that ‘some’ Samoan frail aged experience social isolation.  
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In the Vietnamese community, one key informant believed ‘all’ frail aged people ‘feel isolated 
from their own community’, while the other key informant suggested this was the case for ‘not 
many’ frail aged. Two multicultural service providers offered a middle-ground view, stating that 
‘some’ Vietnamese frail aged experience social isolation.  
 
Key informants were also asked about the proportion of frail aged people who ‘feel isolated from 
the wider Brisbane community’. According to key informants, this was considered to be a 
significant issue for either ‘all’ or ‘many’ frail aged people from the Bosnian, Chinese, Croatian, 
Greek, Iranian and Italian communities. Interestingly, one Bosnian key informant suggested that 
many frail aged would not be greatly concerned about their isolation from the wider Brisbane 
community, instead preferring contact with other Bosnian community members.  
 
Key informants from the Polish and Vietnamese communities suggested either ‘some’ or ‘many’ 
frail aged ‘feel isolated from the wider Brisbane community’, while the Dutch key informant also 
believed this to be a concern for ‘some’ frail aged.  
 
Again, there was some discrepancy in findings for the Samoan community, with one key 
informant suggesting ‘many’ frail aged ‘feel isolated from the wider Brisbane community’, and 
the other key informant stating this is the case for ‘not many’ frail aged. 
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In addition to exploring the extent of social isolation, it is important to understand the factors 
which contribute to isolation amongst older people, people with disabilities and carers from 
culturally and linguistically diverse backgrounds. Key informants and focus group participants 
were asked to nominate factors which generally contribute to social isolation within their 
respective communities.  The following discussion provides an overview of the key determinants 
of social isolation as identified by respondents. 
 

�
��+������ �&����)������!�
 
Key informants from all communities and focus group participants from the Chinese, Polish, 
Spanish-speaking and Vietnamese communities cited lack of English proficiency as one of the 
major determinants of social isolation amongst older people, people with disabilities and carers, 
noting that full participation in the Australian community is dependent upon an ability to speak 
English.  
 
This finding is also supported by a number of other research studies in the Brisbane region 
which have identified language barriers as a key contributor to social isolation. For example, 
Richardson (2001:viii) noted that non-English speaking consumers interviewed as part of her 
research exploring the need for centre based respite, identified language barriers as the single 
greatest factor resulting in isolation. Similarly, Spanish-speaking older people cited an inability to  
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communicate in English as a significant issue in research commissioned by the Spanish 
Community Respite Care Association (Rooney 2002:9), while 55% of Chinese people 
interviewed as part of a needs assessment study in the QEII Hospital District ‘felt their English 
was not good enough to communicate with the English-speaking population’ (Wong 1999). In 
this latter study, it was also noted that the existence of varying dialects within the Chinese 
language itself increases isolation, with many Chinese people unable to communicate 
successfully with one another (Wong 1999). 
 
Benham (2000:11,29) notes that the extent to which older people in different communities 
experience social isolation due to lack of English proficiency varies. Benham uses the English 
Proficiency Index developed by the Department of Immigration and Multicultural Affairs to 
categorize ethnic groups which have migrated to Australia into four bands of English Proficiency 
(EP). The first band, EP1, is made up of migrants from the main English-speaking countries, 
98% of whom have a good command of the English language. Migrants from the Netherlands 
are located in the second band, EP2, with 80% of recent arrivals within this band able to speak 
good English. The third band, EP3, includes migrants from Greece, Italy, Poland, Croatia, 
Bosnia and ‘other Middle Eastern countries’, with 50-79% of recent arrivals able to speak good 
English. Chinese and Vietnamese migrants are located in the last band, EP4, with less than 
50% of recent arrivals able to speak good English. While the level of English proficiency 
improves within each band over time, the relativity between the four bands remains unchanged, 
meaning that ethnic groups within EP2, for example, will continue to experience higher levels of 
English proficiency than ethnic groups located in EP3 or EP4. This suggests that social isolation 
due to lack of English proficiency will be experienced to a greater extent by communities located 
in the lower EP bands. 
 
In addition, Benham (2000:32) found significant gender differences in English proficiency 
amongst older immigrants, with older women consistently reporting poorer English than older 
men over time. Similarly, the Council on Ageing Queensland Inc (1997:6) report found that older 
women from culturally and linguistically diverse backgrounds are more vulnerable to social 
isolation due to a combination of limited English skills and longer life expectancy. 
 
This same report by the Council on the Ageing Queensland Inc (1997:6) also highlights that 
people from culturally and linguistically diverse backgrounds often experience language attrition 
as they age.  The Dutch key informant, for example, noted that while many Dutch people are 
well integrated into the wider Australian community in middle age, after retirement they often 
revert to their original language without opportunities to practice English. Williams et al (1999:22) 
further note that many older people from culturally and linguistically diverse backgrounds are 
ignored as they age on the basis of their accents, and therefore lose confidence speaking 
English. 
 

�
�
�
�
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Dambergs (2002:5) notes that social isolation frequently occurs ‘in the context of two cultures’, 
where people from diverse backgrounds are ‘estranged’ from their country of birth while not 
entirely ‘fitting in’ to their adopted culture. Key informants from the Bosnian, Chinese, Croatian, 
Dutch, Greek, Polish, Spanish-speaking and Vietnamese communities all cited cultural barriers 
as a key determinant of social isolation, when diverse values, traditions and practices are not 
sufficiently acknowledged by the wider Australian society. Frail aged focus group participants 
from both the Chinese and Vietnamese communities cited cultural barriers as the main 
contributor to social isolation, while Spanish-speaking focus group members also noted the 
isolation which can be created through cultural difference: 
We bring our customs…without realizing that we have to learn about other cultures (Spanish 
focus group participant) 
 
The way of life in Australia is unfamiliar, therefore it is difficult to participate in community 
activities (Vietnamese focus group participant) 
 
Many Vietnamese elderly are very lonely. They sometimes miss their homeland…Nobody could 
truly understand them as those who come from the same country (Vietnamese focus group 
participant from research conducted by Blue Care (Garred 2002:38) 
 
It was also noted by one Spanish-speaking key informant that cultural barriers can exist between 
generations within the one family, where older people ‘disconnect from their families because 
they are from different worlds’.  
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Lack of transport was cited as a major contributor to social isolation by Bosnian, Chinese, 
Croatian, Greek, Iranian, Italian, Polish and Spanish-speaking key informants, alongside 
Chinese, Polish, Spanish-speaking and Vietnamese focus group participants.  This relates to a 
lack of available and convenient public transport, as well as difficulties accessing transport due 
to language barriers and health issues. Consultations undertaken by Blue Care with Bosnian, 
Iranian, Samoan, Spanish-speaking and Vietnamese people, also uncovered lack of confidence 
using public transport as a key concern across all communities (Garred 2002:19). Similarly, 
research undertaken with the Spanish-speaking community highlighted the relationship between 
lack of transport and social isolation (Rooney 2002:9), while the Sharing Our Wisdom report 
(2001:5) identified lack of access to transport as a key factor preventing recently arrived older, 
single Bosnian women participating in broader social experiences. Legge et al (1995:45) further 
note that newly arrived migrants experience greatest difficulty accessing public transport due to 
language barriers. 
�
�
�
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Williams et al (1999:10) note that while people from culturally and linguistically diverse 
backgrounds are more likely than Anglo-Australians to live at home with other family members, it 
cannot be assumed this results in greater levels of family support and assistance. Hanen and 
Williams (1989) further state that traditional sources of care for older people within families may 
not be available due to changes in cultural values across generations (cited in Council on the 
Ageing Queensland Inc 1997:7). Indeed, key informants from the Samoan and Greek 
communities both noted that traditional support structures are changing or breaking down in 
Australia. It was also noted by Vietnamese focus group participants that generational differences 
within families often mean their grandchildren cannot speak Vietnamese, limiting 
communication. 
 
Key informants from the Chinese, Greek, Italian, Iranian, Samoan and Spanish-speaking 
communities indicated that older people and people with disabilities are often left alone during 
the day while family members attend work, resulting in social isolation. One Iranian key 
informant further noted that the migration experience necessitates people to focus on 
employment and/or education, limiting time to provide care for family members. Greek and 
Vietnamese focus group participants reiterated the view that family members’ work and study 
commitments directly impact on social isolation. 
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Iranian, Polish, Spanish-speaking and Vietnamese key informants and Chinese focus group 
participants noted that some community members do not have family in Australia, resulting in 
social isolation. Indeed, Benham (2002) found that older immigrants are less likely to have 
siblings or parents living in Australia, significantly narrowing their social support networks. Greek 
focus group participants also noted that social isolation is compounded when family members, 
especially children, move interstate. 
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Bosnian, Dutch, Iranian, Samoan, Spanish-speaking and Vietnamese key informants, and 
Chinese and Spanish-speaking focus group participants, all noted that lack of knowledge about 
available community services and groups contributes significantly to social isolation. Dambergs 
(2002:5), Richardson (2001:viii) and Barnett (1996:5) report that small and emerging 
communities are particularly limited in their access to information about the range of community 
services available to them, compounding their social isolation. As an example, Roney (2002:31) 
found that of 124 Spanish-speaking people in Brisbane over 50 years of age, only 55% were 
aware of the existence of social groups and only 50% were aware of domiciliary nursing 
services. 
 
�
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A number of studies have found that people from culturally and linguistically diverse 
communities experience isolation due to barriers in accessing mainstream services, such as 
language barriers, cultural barriers, lack of knowledge, lack of transport and associated costs 
(see Garred 2002:14; Richardson 2001:71; Commonwealth Department of Health and Family 
Services 1997:33). Azra (1996) notes that people from culturally and linguistically diverse 
backgrounds are at risk of being ‘added on or ignored’ in monocultural service delivery 
frameworks which imply homogeneity between and within diverse communities (cited in Rooney 
et al 2002:9 and Williams et al 1999:11). This view was reiterated by Greek key informants and 
Spanish-speaking focus group participants.  
 
Barnett et al (1996) found that ageing members of new and emerging communities have 
greatest difficulty accessing mainstream services, a finding confirmed by Garred (2002:5) in her 
study regarding access to Blue Care services. Spann (1994) further notes that many small 
communities miss out on ethno-specific funding as well as mainstream servicing, with 
governments favouring larger, more articulate communities (cited in Barnett et al 1996:9). This 
view was confirmed by Spanish-speaking focus group participants who highlighted lack of ethno-
specific services as a key determinant of social isolation. 
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Key informants from the Bosnian, Chinese and Greek communities stated that many frail aged, 
people with disabilities and carers financially rely on Centrelink benefits, which limits their 
options to participate fully in community life. Richardson (2001:71) also cited financial concerns 
to be a contributor to social isolation amongst older people from culturally and linguistically 
diverse backgrounds, limiting their access to mainstream services such as respite care. Leech 
(2001) noted that social isolation as a result of low income is a particular issue for refugees and 
Temporary Protection Visa holders with limited access to social security benefits. 
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Focus group participants from the Chinese, Greek and Polish communities all cited health 
issues and lack of mobility as one of main determinants of social isolation amongst older people, 
limiting options to socialise with friends or participate in community events and groups. This view 
was further supported by key informants from the Iranian, Polish and Vietnamese communities.  
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Key informants from both the Bosnian and Iranian communities stated that pre-migration 
experiences of torture of trauma commonly create social isolation amongst frail aged, people 
with disabilities and carers. Queensland Health (1998) estimates that 70% of refugees arriving in 
Australia each year have suffered some form of torture and trauma, and that resultant loss of 
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trust is the single greatest issue affecting their integration into the community. This view is 
further supported by Leech (2001:13) who notes that the effects of torture and trauma 
compound social isolation, and Richardson (2001:5) who found that refugees are particularly 
vulnerable to social isolation due to their lack of familiarity with the Australian health and welfare 
system, their fear of divulging any personal information, and their dependence on their children 
for care and support. Williams et al (1999:38) also note that the reliving of past events of torture 
and trauma increases with fragility, compromising people’s capacity to access services and 
social groups which are perceived to be associated with the government.  
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While Richardson (2001) and Dambergs (2002:2) note that racism and intolerance in the wider 
Australian community compound social isolation, Spanish-speaking key informants also noted 
that discrimination within their own community can result in social exclusion. It was stated, for 
example, that some social groups within the Spanish-speaking community are ‘elitist’ based on 
class differences in countries of origin, and that racism is also ‘perpetrated by ‘white’ South 
Americans towards ‘black’ South Americans’.  
 

�
��+�����7�"���%3�$�����!%��!�" �
 
Spann (1994) states that spatial dispersion increases social isolation (cited in Barnett et al 
1996:6). Similarly, Azra (1996) notes that scattered communities without ‘a critical mass’ are at 
greatest risk of isolation (cited in Williams et al 1999:11). Arkles (1994) claims this to be a 
particular risk for diverse communities in Queensland, stating that ‘the problem with Queensland 
is that we do not have the same mass migration communities [as other states] and our members 
are widely dispersed’ (cited in Barnett et al 1996:6). Indeed, key informants from the Croatian, 
Iranian and Polish communities reported that geographical dispersion coupled with the small 
size of communities dilutes social networks and therefore increases social isolation. 
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A number of authors assert that many of the determinants of social isolation as outlined above 
are compounded for smaller and emerging communities. Trubenbach (1995) for example, states 
that ‘the small size of minority groups renders them almost invisible; their voices cannot be 
heard because of their lack of structure, resources and lobbying strength. In many ways, they 
represent the most vulnerable and neglected groups of our multicultural society’ (cited in Barnett 
et al 1996:4). Trubenbach further claims that small and emerging communities often experience 
social isolation for specific reasons of geographical dispersion, lack of community infrastructure 
and resources, high refugee populations, lack of translated information about services, limited 
access to interpreters and high levels of unemployment (cited in Barnett et al 1996:4)
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