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The Multicultural Development Association (MDA) 
was established in May 1998 to promote 
Multiculturalism and empower people from diverse 
cultural and language backgrounds through advocacy, 
community development and a range of client service 
programs. 
 
MDA is founded on the vision of a multicultural future 
for Australian society.  MDA takes a comprehensive 
approach to multiculturalism and works across 
individual, family, community and society levels to 
achieve a society which values justice, diversity and 
equality.   
 
MDA respects that the migration and settlement process 
is a unique experience for each person.   MDA 
endeavours to support people in their settlement 
journey. 
 
MDA acknowledges Aboriginal and Torres Strait 
Islander peoples as the original owners of our land and 
respects their unique status in Australia.    MDA is 
dedicated to progressing a shared vision for our society 
which respects this land and provides justice and equity 
for Aboriginal and Torres Strait Islander people. 

 
 
 

 
Our Philosophy 
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For the Multicultural Development Association to be a 
lead specialist multicultural agency for Queensland, 
working towards a society which values, promotes and 
celebrates cultural diversity. 
 
 
 

 
 
 

 
To work in partnership with refugees and migrants in 
Queensland to achieve their aspirations by delivering 
quality services through : 

• Advocacy; 
• Client Service Delivery; 
• Community Development; 
• Multicultural Sector Development. 

 
 
 
 
 
 
 
 
 
 
 
 

 
Our Vision 

 
 

 

Our Purpose 
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We are committed to respect for human rights and the 
social justice principles of fairness, equity, opportunity, 
and dignity for all people.  
 
We believe that : 
• Every human being has a unique dignity irrespective 

of nationality, ethnicity, gender, religion, age, sexual 
preference, ability, social and economic status, 
beliefs, or contribution to society. 

• Every person has the right to well-being, self-
fulfillment and self-determination provided that the 
rights of others are not violated. 

• Our society has an obligation to pursue social justice 
which involves providing maximum benefits for all 
people and protecting people from harm. 

 
We are committed to : 
• Advocating for changes in policy, service delivery 

and social conditions which enhance opportunities for 
people from diverse cultural and language 
backgrounds in our society. 

• Ensuring that our clients have access to the resources, 
services and opportunities which contribute to their 
well-being.  

• Providing an ethical, accessible, friendly and 
welcoming environment for all.  

• Ensuring that every person has the right to hold on to 
their cultural identity as part of their settlement and 
that all people are supported to be part of the 
Australian community.  

 

Our Values 
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Our Approach. 
 

 
 

Our approach is to respond to the specific needs and priorities 
of the people we engage with through the following areas of 
intervention.    

 
 

Individualised  Support and Direct Client Services to refugees 
and migrants including settlement and employment support and 
supporting the inclusion of children into childcare. 

 
Community Development with Refugee and Migrant Communities. 

 
Community Education locally in Brisbane including  promoting 
multiculturalism, combating racism and raising awareness of the 
settlement experiences of refugees and migrants. 

 
Building Sector and Organisational Capacity including the 
development of pools of Cultural Support Workers and Volunteers 
and participating in relevant networks. 

 
Multicultural Advocacy  with a specific focus on achieving 
systemic and structural change to redress inequities in mainstream 
services for people from diverse cultural backgrounds. 

 
 

 
Individualised  

Support  

Building  
Sector and 

Organisational 
Capacity 

 
 

Multicultural  
Advocacy 

 
Community  
Development 

 
Community  
Education 



Multicultural Development Association : Strategic Plan 2008 - 2010. 

 6 

 
 
 
 
 
 

1. SERVICE DELIVERY . 
Provide excellence in service delivery to maximise  
quality client and community outcomes. 
 

2. AWARENESS RAISING AND ADVOCACY . 
Work collaboratively with other agencies to advocate 
for  social policy and systemic change and influence 
community attitudes and behaviours.  Contribute to the 
development of the community sector to better respond 
to the aspirations and needs of people from diverse 
cultural and language backgrounds. 

 
3. KNOWLEDGE, QUALITY AND 

INNOVATION.  
Manage information at all levels to enable learning and 
planning resulting in innovative quality services for 
clients and communities. 

 
4. LEADERSHIP AND GOVERNANCE . 

Demonstrate MDA’s vision, purpose and values 
through competent, transparent and accountable 
leadership. 

 
5. ORGANISATIONAL SUSTAINABILITY . 

Manage MDA’s human, organisational and financial 
resources through sound administrative processes which 
ensure viability and sustainability. 
 

 

 

KEY RESULT AREAS AND 
STRATEGIC PRIORITIES 
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Strategies and Actions: 
 
1.1 Provision of client focused services which are accessible, culturally appropriate, 

flexible and responsive to the aspirations and needs of clients and communities.    
This will be achieved by : 

• Creating an environment in which clients and communities feel welcome, 
valued, safe and understood. 

• Ensuring privacy and confidentiality. 
• Ensuring easy to understand entry points to MDA services which encourage 

access for target group clients. 
• Ensuring timely and culturally appropriate responses to requests for assistance 

from clients/communities. 
• Ensuring that each client and community  has their own individualised plan 

which identifies their  aspirations and needs.   This plan will be developed 
collaboratively between an MDA worker and each client/community. 

• Consultative and productive intervention in partnership with each 
client/community to achieve identified aspirations and needs. 

• Using specialised assistance from Cultural Support Workers or Volunteers to 
improve service responsiveness and individual client outcomes. 

• Being responsive to feedback and improvement through each client/community 
having an understanding of their rights as well as MDA feedback and 
complaints processes. 

 
1.2 Continuous monitoring and evaluation of the effectiveness of client services.    

This will be achieved by : 
• Developing appropriate assessment, intervention and evaluation frameworks for 

each program area. 
• Maintaining strong connections and relationships with clients and 

refugee/migrant communities which enable mutual understanding and open 
communication. 

• Monitoring local, national and international issues and trends which impact on 
clients/communities. 

• Evaluating service effectiveness through establishment and implementation of 
client and community feedback systems. 

• Understanding best practice and seeking and developing new practises and 
models which respond to the changing and emerging needs of  clients/ 
communities.  

 
1.3 Managing client demand and stakeholder expectations.  

This will be achieved by : 
• Engaging with stakeholders to ensure they are clear about the services we 

provide. 
• Supporting staff to set boundaries. 
• Actively monitoring and analysing client demand. 
• Seeking new funding sources to respond to casework and community capacity 

building demands 
 

 1 : SERVICE DELIVERY.   
 
Provide excellence in service delivery to maximize quality 
client and community outcomes. 
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Strategies and Actions : 
 
2.1 Promote multiculturalism and combat discrimination. 
 
This will be achieved by : 

• Informative community education and awareness raising in our local community of the 
benefits of multiculturalism and the settlement experiences of refugees and migrants as 
a way of combating discrimination. 

• Organisation of community events and activities which celebrate cultural diversity. 
• Building connections with Indigenous communities to jointly combat racism. 
 

2.2 Advocate for reforms which address inequities experienced by people from diverse 
cultural and language backgrounds. 

 
This will be achieved by: 

• Identification of issues specifically focusing on barriers which prevent the equitable 
access or participation of refugees and migrants in mainstream services or community 
life. 

• Communication and advocacy to government and other key stakeholders to influence 
social policy in relation to identified issues. 

 
2.3 Contribute to sector development to improve service responsiveness for people 

from diverse cultural and language backgrounds. 
 
This will be achieved by : 

• Participating in interagency forums and consultations. 
• Supporting other agencies in the multicultural sector through the sharing of information 

and knowledge. 
• Facilitating community engagement and linking mainstream agencies when appropriate 

with refugee and migrant communities to enable improvement of service delivery. 
 
2.4 Build partn erships which enhance MDAÕs ability to further the interests of  people 

from diverse cultural and language backgrounds. 
 
This will be achieved by : 

• Development of a website for MDA. 
• Promoting the organisation and its activities so that existing and potential stakeholders 

have a broad knowledge of the work of MDA. 
• Exploring affiliations and partnerships with other agencies and universities (locally, 

nationally and internationally) which enhance MDA’s ability to advocate and provide 
services. 

 
 

 2:    AWARENESS  RAISING  AND ADVOCACY . 
          
Work collaboratively with other agencies to advocate for 
social policy and systemic change and influence community 
attitudes and behaviours.  Contribute to the development of  
the community sector to better respond to the aspirations 
and needs of people from diverse cultural and language 
backgrounds. 
  
                           

 3:    KNOWLEDGE, QUALITY AND INNOVATION.  
 
Manage information at all levels to enable learning and 
planning resulting in  innovative quality  services for  clients 
and communities.                        
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Strategies and Actions : 
 
3.1 Develop information management systems which build MDAÕs knowledge base to 

improve client service delivery. 
 
This will be achieved by : 

• Using CSNet (MDA Client Data Management System) and government provided 
databases to their maximum capacity as a means to collect data. 

• Collating and analysing data to provide accurate, timely and informative reports to a 
variety of audiences. 

• Completing reporting, accountability and compliance tasks accurately and in a timely 
manner. 

 
3.2 Encourage staff and volunteer practice frameworks which incorporate learning 

and critical reflection and lead to improved understanding of clients and 
communities. 

 
This will be achieved by : 

• All staff (permanent and casual) and volunteers having opportunities to participate in 
continuous quality improvement activities. 

• Identifying and sharing relevant information, resources and research which enables 
learning and planning and guides action. 

• Providing opportunities for clients and communities to share their understanding and 
knowledge with MDA staff and volunteers.  

   
3.3 Ensure the development, implementation and review of up-to-date and 

appropriate organisational and program area plans, policies and procedures. 
 
This will be achieved by: 

• Developing  a business plan for the organisation which identifies growth and 
consolidation targets. 

• Developing and implementing a strategic and operational planning cycle. 
• Facilitating the further development of procedures at a program area level across the 

organisation. 
• Regular reporting against performance indicators which meet requirements of funding. 
 

3.4 Be at the forefront of innovative quality service delivery to people from diverse 
cultural backgrounds. 

 
This will be achieved by : 

• Identifying and implementing  current best practice quality standards. 
• Seeking partnerships (locally, nationally and internationally) which will lead to the 

development of innovative models of quality service delivery to people from diverse 
cultural backgrounds. 

• Identify opportunities for staff to be involved in experiential learning. 
 

 
 4 :  LEADERSHIP AND GOVERNANCE.  
 
Demonstrate MDAÕs vision, purpose and values through 
competent, transparent and accountable leadership. 
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Strategies and Actions : 
 
4.1 Ensure that MDAÕs vision, purpose and values are promoted by the Board and MDAÕs 

managers and leaders and that they are understood and practised throughout the 
organisation. 

 
This will be achieved by :  

• Including discussion of the vision, purpose and values in the induction process for new 
staff and board members. 

• Including as part of decision-making processes an assessment of how the decision 
aligns with MDA’s vision, purpose, and values. 

• Ensuring vision, purpose and values are prominently included in all MDA promotional 
materials, including website, recruitment packs and reports/publications. 

 
4.2 Develop an accountability map for the organisation which establishes clear lines of 

accountability and responsibility and distinguishes between the roles and 
responsibilities of strategic and operational management. 

 
This will be achieved by: 

• Implementation of the Board’s Code of Governance. 
• Reviewing decision-making delegations at all levels in the organisation. 
• Identifying and managing risk at all levels of the organisation. 

 
4.3 Identify gaps in the skills, knowledge and competencies of Board members and 

Leadership Team and facilitate appropriate professional development opportunities to 
ensure that competence, transparency and accountability are maintained and 
improved. 

 
This will be achieved by:  
• Identifying appropriate professional development opportunities for MDA’s managers and 

leaders and Board members which support good governance. 
• Continuing MDA’s Leadership Development Program. 
 
4.4 Develop a succession plan for the Board of Management that will ensure an 

appropriate skill mix to meet identified governance and leadership needs. 
 
This will be achieved by : 
     
• Developing a membership engagement strategy to broaden the potential pool of MDA’s 

future Board members. 
• Reviewing the MDA Constitution to ensure congruency and seamless implementat with 

the Board’s Code of Governance. 
• Setting up MDA advisory mechanisms to enable communities of interest to provide  both 

strategic and operational advice and feedback to MDA and ensure communities are well 
briefed on future directions.  

 
 
 
 
 
5.  ORGANISATIONAL SUSTAINABILITY.  
 
Manage MDAÕs human, organisational and financial 
resources through sound administrative processes which 
ensure viability and sustainability. 
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Strategies and Actions : 
 
5.1 Provide administrative systems which support the work of the organisation and enable 

client and stakeholder requests to be responded to in a friendly, professional and 
timely manner. 

This will be achieved by : 
• Adhering to established administrative systems and procedures as outlined in the Staff 

Handbook. 
• Ensuring that staff across the organisation are able to deliver services with high level 

cross-cultural competencies. 
• Maintaining and installing appropriate technologies which support the work of the 

Organisation. 
• Efficient storage and archiving of information and records. 
 

5.2 Ensure a healthy and productive work environment in which MDA staff and 
volunteers feel valued, safe, capable and innovative. 

This will be achieved by: 
• Staff demonstrating the principles outlined in the MDA Code of Ethics and Conduct. 
• Provision of regular individual support and supervision.  
• Conducting performance appraisals at regular intervals and the completion of yearly 

staff learning and development plans. 
• Maintaining effective human resource management practices such as induction and 

exit procedures, grievance procedures as well as recruitment, learning and 
development processes. 

• Identifying with staff strategies for ensuring a healthy and productive workplace 
including flexible work approaches and a family friendly work environment. 

 
5.3 Manage organisational resources and assets appropriately to ensure accountability 

and support the business plan. 
This will be achieved by : 

• Exploring ways to reduce the Organisation’s impact on the environment and using 
resources responsibly to not cause unnecessary harm to our environment. 

• Maintenance of assets so that they are kept in safe working order. 
• Establishing processes which ensure the appropriate and intended use of organisation 

resources. 
• Maintaining systems for the timely and accurate acquittal of grants. 
 

5.4 Develop and implement strategies for sound financial management processes. 
This will be achieved by : 

• Spreading risk by accessing a range of funding programs.  
• Maintaining an agreed  working capital level and ensure provisions are set aside. 
• Providing for strategic plan implementation. 
• Maintaining MDA’s full costing technique for all budgets and new initiatives. 


