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VAGO

Victorian Auditor-General’s Office
Auditing in the Public Interest

The Hon. Bruce Atkinson MLC The Hon. Christine Fyffe MP
President Speaker

Legislative Council Legislative Assembly
Parliament House Parliament House
Melbourne Melbourne

Dear Presiding Officers

Under the provisions of section 16AB of the Audit Act 1994, | transmit my report on the
audit Access to Services for Migrants, Refugees and Asylum Seekers.

The audit assessed the accessibility of government services for migrants, refugees
and asylum seekers. The main focus of the audit was on whether departments
understand the needs of these often highly vulnerable groups, have in place
appropriate strategies and programs to meet these needs, are able to identify whether
the programs are effective or not, and work together across government to provide
‘joined up’, responsive services.

| found several shortcomings with respect to these issues, the most significant being
the absence of a consistent, coordinated, whole-of-government approach to service
planning and provision. Despite the recent release of a new multicultural policy and the
existence of several cross-departmental agencies and mechanisms, | found no clear
authority or governance structure that would enable departments to be held to account.

| have made six recommendations aimed at improving cross-department coordination
and at encouraging departments to develop comprehensive cultural diversity plans and
systematically collect and analyse data to determine whether their services are
accessible and meeting client need.

Yours faithfully

N

John Doyle
Auditor-General

29 May 2014
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Victorian Auditor-General’'s Report

Migrants, particularly those with low English proficiency or poor literacy in their own
language, and refugees and asylum seekers are among our most vulnerable
members of the community. This is because they often have complex needs,
particularly in relation to health, welfare and language services. A
whole-of-government approach to the broader area of multicultural affairs should
improve integration, reduce duplication and better identify gaps in services.
Monitoring and reporting on whole-of-government activities to improve performance
is also critical in making sure needs are met and outcomes improved.

In this audit | have looked at how effectively the Department of Education and Early
Childhood, Department of Health, Department of Human Services, Victorian
Multicultural Commission and Office of Multicultural Affairs and Citizenship are
meeting the needs of migrants, refugees and asylum seekers in the areas of
health, education and human services.

The departments | looked at have strategic frameworks that are underpinned by
the principles of multiculturalism, including recognition of cultural diversity.
However, two of the three departments incorporate migrants, refugees and asylum
seekers into a broad pool of vulnerable and disadvantaged people, which may lead
to the specific needs of these cohorts not being identified and addressed
appropriately. It was difficult for my office to gain assurance that these needs were
well understood and clearly linked to plans that would make a difference.

The audit identified a number of weaknesses in the available demographic data
that have made service planning difficult for departments and local governments.
More systematic collection and analysis of feedback from clients, and public
reporting of this information annually by departments, would assist in improving the
accessibility, responsiveness and effectiveness of services.

Perhaps the issue of greatest concern is the lack of regular collaboration among
departments working to address the needs of the same cohort, and the lack of
authoritative leadership and oversight to monitor and report on whether services
are meeting the needs of migrants, refugees and asylum seekers. | found a similar
issue in my Accessibility of Mainstream Services for Aboriginal Victorians report,
which was also tabled today.

My office found examples of good practice by departments and service providers
but these are not sufficiently embedded within or shared across departments.
Migrants with low proficiency in English, refugees and asylum seekers continue to
face barriers to access.

Access to Services for Migrants, Refugees and Asylum Seekers
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Auditor-General's comments

It is not enough for whole-of-government agencies to coordinate isolated activities
or support departments in developing their cultural diversity plans. There needs to
be genuine accountability for performance in this area, with public monitoring and
reporting of how department initiatives are leading to improved access for migrants,
refugees and asylum seekers.

The report contains six recommendations which, if implemented, will help address
the gap in monitoring, reporting and accountability that currently exists in Victoria’s
whole-of-government approach to multicultural affairs.

| intend to revisit the issues raised in this report to ensure they are being
appropriately addressed.

| also want to thank the staff in the Department of Health, Department of Human
Services, Department of Education and Early Childhood Development, Office of
Multicultural Affairs and Citizenship and Victorian Multicultural Commission who
assisted with this audit and for their constructive engagement with the audit team
throughout.

ot

John Doyle
Auditor-General

May 2014
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Audit summary

Victoria has benefited economically, socially and culturally from successive waves of
immigration. Each group of migrants has had its own challenges, with low English
proficiency often being a key barrier to accessing services effectively. However, the
diversity and composition of these immigrants has changed in recent years.

Many recent newcomers to Victoria have significant and complex needs. In addition to
language difficulties and the need for substantial interpreter support, refugees and
asylum seekers are more likely to have physical and mental health conditions arising
from their experiences in their country of origin and during their journey to Australia.
They may face significant barriers to accessing services, including isolation, transport
barriers, financial barriers, lack of familiarity with service systems and lack of social
networks that could help them understand their rights to services or the practicalities of
arranging the help they need.

Inability to access services in a timely and effective manner can lead to increased
disadvantage and disengagement for individuals who are already highly vulnerable in
our community. This has flow-on costs to the health system, public housing, criminal
justice system and other government services.

There are multiple agencies and tiers of government involved in providing services to
migrants, refugees and asylum seekers. The Commonwealth Government has an
overarching policy role in this area. It determines the numbers, composition and
distribution of people entering Australia—including asylum seekers.
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Audit summary

Victoria has adopted a whole-of-government approach to delivering multicultural
services. Local government also plays a role in service access and responsiveness.

The objective of the audit was to assess the accessibility of government services for

migrants, refugees and asylum seekers. To meet this objective we examined whether:

o government departments understand the needs of migrants, refugees and
asylum seekers

o departments have appropriate strategies and actions in place to support access
to services

o departments can demonstrate that services are accessible to migrants, refugees
and asylum seekers

o whole-of-government structures and processes are leading to informed and
coordinated service planning and delivery.

In the report, reference is made to culturally and linguistically diverse (CALD)
communities as an umbrella term that includes migrants, refugees and asylum seekers
as this is the term that is often used by departments and agencies.

The audit looked at effective access to mainstream services and at targeted programs

designed to support access to these services, including three key programs:

o Maternal and Child Health service, which is universal and free—Department of
Education and Early Childhood Development

o Refugee Health Nurse Program, which is a targeted service delivered through
community health centres—Department of Health

o family violence services, which are mainstream services that link to other
services—Department of Human Services.

Conclusions

While all service delivery departments—the Department of Education and Early
Childhood Development, Department of Health, and Department of Human Services—
can demonstrate understanding of multicultural principles, including the need to cater
for diversity, only the Department of Health can demonstrate at a strategic level that it
understands the complex and multiple needs of migrants, refugees and asylum
seekers.
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Audit summary

While Victorian Government departments must work within the constraints of

Commonwealth immigration and asylum seeker policies, they could be doing more to

provide a consistent, coordinated and efficient approach to service planning and

provision. This includes:

o developing current, comprehensive and evaluated cultural diversity plans

o basing the design and delivery of services on systematic data collection and
analysis

o coordinating stakeholder consultation to maximise usefulness and minimise
duplication of effort

o explicitly recognising in strategic planning frameworks the particular and
significant needs of these groups beyond simply their diversity.

All departments are required to report annually to the Office of Multicultural Affairs and
Citizenship (OMAC) on their cultural diversity planning, use of interpreters and
translators, and multilingual publications. However, this reporting is limited to outputs
rather than outcomes, and departments cannot give assurance that their services are
meeting client needs.

Lack of regular and accurate Commonwealth settlement data on newly arrived
refugees and asylum seekers makes service planning difficult for departments. This
lack of warning can lead to departments being reactive to new arrivals who have been
given insufficient support from Commonwealth-funded programs. Regardless, service
delivery departments and service providers could be doing more to collect and analyse
client feedback and other relevant data for planning and evaluation purposes.

The new Victorian multicultural policy, Victoria's Advantage: Unity, Diversity,
Opportunity, introduces key performance indicators for the first ime—a significant
step—but these are based on existing datasets and will not enable departments,
OMAC or the Victorian Multicultural Commission (VMC) to determine if services are
being effectively accessed.

Service delivery departments have a range of strategies and programs in place but
these vary in the degree to which they can demonstrate how service design and
delivery for migrants, refugees and asylum seekers has been informed by a sound and
systematic assessment of client need.

Whole-of-government structures and processes are not resulting in informed and
coordinated service planning and delivery. Despite some examples of departments
working together effectively, these collaborative activities are not consistent, embedded
or systemic. The two public sector entities tasked with whole-of-government roles and
responsibilities—OMAC and VMC—are not being used to their full potential. As a unit
within the Department of Premier and Cabinet, OMAC cannot hold other departments
to account. As an independent advisory body, VMC lacks the statutory mandate to do
so. This leaves a significant gap in the monitoring and reporting of
whole-of-government service accessibility, responsiveness and effectiveness.
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Findings

Understanding of effective access

Service delivery departments can demonstrate understanding of multicultural
principles, including diversity, but, apart from the Department of Health, cannot
demonstrate at a strategic level understanding of effective access as this applies to the
complex needs of migrants, refugees and asylum seekers. This is because these
groups are generally incorporated into a broader group of vulnerable or disadvantaged
people. Absorbing them in this way means that their particular needs may not be
appropriately identified or addressed to support improved service access.

Department understanding of service needs is based mainly on stakeholder
consultation rather than systematic data collection and analysis. Lack of supporting
data means that there is little assurance that this understanding is sufficiently
comprehensive, accurate and soundly based. Stakeholder consultations are not
coordinated within or across departments, leading to duplication of effort and reduced
usefulness of the information being gathered.

Strategies and programs

There is little assurance that departmental staff are sufficiently aware of and sensitive
to the particular needs of CALD communities due to a lack of transparency and clarity
around how embedded cultural competency training is in departments. At the service
provider level, lack of culturally aware staff was a common issue raised in stakeholder
consultations during the audit. While there is evidence in the form of accreditation
standards and processes to show that cultural competency is required of service
providers, this competency is often described in generic terms relating to tolerance and
diversity rather than in terms of staff being required to understand the particular and
multiple needs of migrants, refugees and asylum seekers.

Most service delivery departments do not have current, comprehensive and evaluated
cultural diversity plans. Without these plans, or their equivalent, their capacity to
provide a consistent and efficient approach to service planning and provision is
reduced.

Departments do not undertake systematic analysis of needs, and their service
provision to CALD communities and achievement of related policy outcomes are not
monitored, reported or held to account. This means departments are not able to
demonstrate that their strategies and programs are designed in response to the needs
of those communities. There are some limited exceptions to this in the form of
individual programs—both mainstream and targeted.

The government is the largest purchaser—80 per cent—of Victorian translation and
interpreting services, and their availability and accessibility is critical to providing
responsive services to migrants, refugees and asylum seekers. However, a key factor
in effective service delivery is the availability and sustainability of the workforce.
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Longstanding factors in the industry, such as low remuneration and inadequate job
security, make it difficult to attract and retain interpreters. There are also gaps in
availability, such as in regional and rural areas, and in the languages of emerging
communities.

Monitoring and reporting

A key barrier to effective service planning and monitoring is the lack of accurate new
settler data. It is difficult for the state to access Commonwealth data in a timely
manner. The number of people undertaking secondary migration—that is, movement
from one location to another in Victoria or from outside the state to a location in
Victoria—is not known. Data collected by service providers and departments does not
always capture whether clients are from a CALD background or their year of arrival.
Notwithstanding these difficulties, there is limited evidence of service providers and
departments generating their own data from clients and using this to improve service
design and delivery. This means that departments cannot always be assured that their
services are being effectively accessed by newly arrived migrants, refugees and
asylum seekers.

In the annual Victorian Government Initiatives and Reporting in Multicultural Affairs
report, departments report on activity levels but not on whether these activities have
been effective. For the first time, Victoria's new whole-of-government multicultural
policy includes performance indicators. However, these indicators are based on
existing data sets and cannot show whether client need is being effectively met. There
are limited mechanisms to assure government more broadly that departments' efforts
to provide appropriate services to the people who most need them are effective.

A whole-of-government approach

Victoria's new multicultural policy recognises the importance of a whole-of-government
approach to multicultural affairs, including the provision of accessible and responsive
services to CALD communities. However, departments work largely on their own in the
area of multicultural affairs, with coordinated activities more likely to occur at a local
rather than strategic level.

Since the release of the new multicultural policy in March 2014, OMAC has shown its
commitment to working closely with departments on the development of their cultural
diversity plans. However, under the current governance structure, neither OMAC nor
VMC can hold departments to account. This means there is no mechanism or agency
for requiring departments to implement Victoria's whole-of-government multicultural
policy or to develop and report on progress against their cultural diversity plans.
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There are some cross-agency mechanisms in place to support collaboration, including

OMAC's secretariat role on the Multicultural Services Delivery Senior Officers

Inter Departmental Group, but there is no overarching monitoring of:

o how much funding is going to CALD communities, whether this is being
effectively used, whether it is going to those most in need and where the gaps
might be

o how data is being collected, analysed and used to improve service access and
effectiveness.

There is no whole-of-government mapping of the full range of CALD-related services
and initiatives being provided by departments and agencies in Victoria, such as who is
delivering these programs, where, to which groups, with what impact and what the
service gaps might be.

There is lack of clarity around the roles and responsibilities of VMC and OMAC. There
is some overlap in activities, such as grants management. This reduces opportunities
for these two key multicultural bodies to be more coordinated and strategic in planning
how to address the diverse and changing needs of migrants, refugees and asylum
seekers. VMC has little leverage with service delivery departments, which do their own
consultations about programs. It is not currently fulfilling its role as advocate to the
government on behalf of CALD communities because the information it collects about
issues and challenges facing these groups is not being used to inform service delivery.

Recommendations

Number Recommendation Page

That the Department of Health, the Department of Human Services and the
Department of Education and Early Childhood Development:

1. develop and report annually on their cultural diversity 22
plans—or equivalent—in consultation with the Office of
Multicultural Affairs and Citizenship and the Victorian
Multicultural Commission

2. include in their reporting of progress on cultural diversity 22
plans explicit reference to:

e how culturally appropriate training for staff has been
incorporated into the delivery of services for culturally
and linguistically diverse communities

e how information/data has been used to increase
accessibility of services for culturally and linguistically
diverse communities

o the effectiveness of service delivery to culturally and
linguistically diverse communities as an integral part of
program evaluation.
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Recommendations — continued

Number Recommendation Page
That the Office of Multicultural Affairs and Citizenship within the Department of Premier
and Cabinet:

3. monitors and reports on departmental compliance with the 31
reporting requirements of section 26 of the Multicultural
Victoria Act 2011.

That the Department of Premier and Cabinet:

4 defines more clearly the roles and responsibilities of the 42
Office of Multicultural Affairs and Citizenship and the
Victorian Multicultural Commission

5. develops appropriate governance arrangements for the 42
Office of Multicultural Affairs and Citizenship and the
Victorian Multicultural Commission with robust and
effective reporting and accountability mechanisms.

That the Victorian Multicultural Commission and Office of Multicultural Affairs and
Citizenship:

6. work closely together to monitor and report on overall 42
departmental performance in relation to the provision of
accessible, responsive and effective services.

Submissions and comments received

In addition to progressive engagement during the course of the audit, in accordance
with section 16(3) of the Audit Act 1994 a copy of this report was provided to the
Department of Premier and Cabinet via the Office of Multicultural Affairs and
Citizenship, the Victorian Multicultural Commission, the Department of Education and
Early Childhood Development, the Department of Health and the Department of
Human Services with a request for submissions or comments.

Agency views have been considered in reaching our audit conclusions and are
represented to the extent relevant and warranted in preparing this report. Their full
section 16(3) submissions and comments are included in Appendix A.
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/| Background

1.1  Introduction

Providing accessible and responsive services to migrants, refugees and asylum
seekers is critical if they are to settle effectively into a new country, rebuild their lives
and contribute socially, economically, intellectually and culturally to the Victorian
community. The economic, social and personal costs of not being able to access
relevant services to meet basic health, education and other needs are high for both
individuals and the community.

This audit assessed the accessibility of government services for migrants, refugees
and asylum seekers. In the audit, reference is made to culturally and linguistically
diverse (CALD) communities as an umbrella term that includes migrants, refugees and
asylum seekers as this is the term that is often used by departments and agencies.

1.2 Cultural diversity in Victoria

Victoria is one of the most culturally diverse communities in the world and accounts for
around one-third of migrant settlement in Australia. In the past 10 years the proportion
of the Victorian population born overseas has remained consistent—around

26 per cent. However, as Victoria's population has grown over the past 10 years, so
too has the level of diversity. The number of Victorians born overseas as a percentage
of the Victorian population has increased by 29 per cent from 2001 to 2011—from just
below 1.1 million people to 1.4 million.

Victorian Auditor-General’s Report Access to Services for Migrants, Refugees and Asylum Seekers 1
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1.2.1

1.2.2

Migrants, refugees and asylum seekers

Between January 2007 and December 2013, 400 773 migrants settled in Victoria,
including:

° 242 596 skilled migrants

° 126 374 people coming through the family reunion stream

° 31 735 humanitarian entrants.

A migrant is a person who makes a conscious choice to leave their country to seek a
better life elsewhere. Not all migrants will have the same level of need for access to
government services. For example, not all newly arrived migrants will have low levels
of English proficiency. Others may have low English proficiency as well as low literacy
in their own language.

Humanitarian entrants are refugees or people who have been subjected to refugee-like
experiences in their country of origin. Under the 1951 United Nations Convention
Relating to the Status of Refugees, a refugee is a person who, owing to well-founded
fear of being persecuted for reasons of race, religion, nationality, membership of a
particular social group or political opinion, is outside the country of their nationality and
is unable or, owing to such fear, is unwilling, to avail themselves of the protection of
that country or return to it.

Asylum seekers are people who have come to Australia seeking protection as
refugees, but whose claim for refugee status has not yet been assessed. Asylum
seekers include those who arrive by boat through unauthorised channels without travel
documents—known as 'irregular maritime arrivals'—and those who arrive by plane,
with or without valid travel documents.

There is no complete or reliable data on the number of asylum seekers in Victoria. At

3 March 2014, there were 24 000 asylum seekers on a Bridging Visa E in Australia, Of
these, 8 680—36 per cent—were living in Victoria. This type of visa allows the holder
to stay in Australian while they finalise their immigration matters or make arrangements
to leave Australia.

At 3 March 2014, there were around 1 300 asylum seekers in community detention
arrangements in Victoria, comprising vulnerable families, vulnerable adults and
unaccompanied minors. There is no data currently available to capture the number of
irregular maritime arrivals making secondary moves to Victoria from other states and
territories or secondary migration within Victoria from metropolitan to rural and regional
areas.

Distribution across Victoria

Figure 1A shows the six local government areas with the largest number and highest
proportion of overseas-born residents, the largest number and highest proportion of
Language other than English (LOTE) speakers, and the largest number of LOTE
speakers with low English proficiency.

Access to Services for Migrants, Refugees and Asylum Seekers Victorian Auditor-General’s Report
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While the majority of local government settlement areas are in metropolitan Melbourne,
at least 10 per cent of the population in Greater Shepparton (13.2 per cent), Swan Hill
(12.4 per cent) and Greater Geelong (10 per cent) have a LOTE background.

Figure 1A
Population diversity by local government area, 2011

Population diversity Local government area

Largest number of overseas born Casey, Brimbank, Greater Dandenong, Monash,
Wyndham, Hume

Highest proportion of overseas born Greater Dandenong, Melbourne, Brimbank,
Monash, Hume, Whittlesea

Largest number of LOTE speakers Brimbank, Greater Dandenong, Casey, Monash,
Hume, Whittlesea

Highest proportion of LOTE speakers  Greater Dandenong, Brimbank, Maribyrnong,
Monash, Whittlesea, Hume

Largest number of LOTE speakers Brimbank, Greater Dandenong, Hume, Monash,
with low English proficiency Whittlesea, Casey

Source: Victorian Auditor-General's Office from the Office of Multicultural Affairs and Citizenship
report, Population Diversity in Victoria: 2011 Census Local Government Areas.

The largest numbers of humanitarian settlers in Victoria are from Afghanistan, Iran and
Sri Lanka. Figures 1B and 1C show where different groups of people from CALD
communities are concentrated.

Figure 1B
Number of persons born overseas by local government area,
metropolitan Melbourne, 2011 Census

Source: Office of Multicultural Affairs and Citizenship.
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Figure 1C
Number of persons born overseas by local government area,
regional Victoria, 2011 Census

Source: Office of Multicultural Affairs and Citizenship.

1.3 Service needs

Migrants are typically less disadvantaged than refugees or asylum seekers because
they have planned their entry to Australia and generally have better economic and
social resources. However, any new arrival is likely to experience some challenges in
understanding and accessing unfamiliar service systems.

Newly arrived migrants may have some service needs in common with refugees and
asylum seekers, such as English language services, including substantial interpreter
support, and services that are delivered in culturally appropriate ways. However, the
service needs of refugees and asylum seekers are compounded by pre-settlement
experiences, including during their journey to Australia. The demographic profile of
refugees and asylum seekers has changed significantly in recent years, driven by
changes to international circumstances and to Australian immigration policy. Many
refugees and asylum seekers are arriving in Victoria with complex and chronic health
conditions and higher levels of vulnerability.
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For example, prior to their arrival, refugees and asylum seekers may have experienced

some or all of the following:

° forced displacement

° prolonged periods in refugee camps or marginalisation in urban settings

° exposure to violence and abuse of human rights, including physical torture and
gender and sexual-based violence

° loss and separation from family members

° deprivation of cultural and religious institutions and practices

° periods of extreme poverty, including limited access to safe drinking water,
shelter and food

° severe constraints on access to health, education, employment and income
support

° prolonged uncertainty about the future.

As a result, settlement needs for refugees and asylum seekers are significant and
complex.

1.4 Roles and responsibilities

The Commonwealth Government has an overarching policy role relating to the

services provided to migrants, refugees and asylum seekers, including determining the
numbers and composition of people entering Australia through the permanent
immigration program and asylum seeker policy. The Victorian Government must work
within these policies and constitutional and administrative parameters.

1.4.1 Commonwealth responsibility

Settlement services funded by the Commonwealth include:

° The Humanitarian Settlement Services (HSS) program, which provides initial
support for refugees and humanitarian entrants for six to 12 months after entry
into the program. In Victoria, the Red Cross and Adult Multicultural Education
Services deliver the HSS program. The program includes reception and
assistance on arrival, case coordination and cultural orientation, accommodation
services and complex case support services.

° The Adult Migrant English Language Program, which provides 510 hours of free
English language tuition to eligible migrants and humanitarian entrants in their
first five years of settlement.

° The Settlement Grants Program, which provides funding to organisations to help
refugees and newly arrived migrants with low English proficiency in their first five
years of settlement.

Victorian Auditor-General’s Report Access to Services for Migrants, Refugees and Asylum Seekers 5
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1.4.2

1.5

The Commonwealth Government provides some health care to asylum seekers—for
example, through Medicare—but does not guarantee the same level of health care as
what is provided to refugees, who have the same entitlements to health care services
as all other permanent residents of Australia. Thus, there are a number of
Commonwealth-funded health programs and services that asylum seeker populations
are unable to access. There are also a number of services where access is limited for
both refugee and asylum seeker populations due to lack of interpreting services for
those with low English proficiency.

State responsibility

State government departments deliver a broad range of mainstream and specialised
services for migrants, refugees and asylum seekers living in Victoria, including
language services and cultural diversity planning. Victoria is the only jurisdiction to
establish a Settlement Coordination Unit to proactively engage with the
Commonwealth on immigration and humanitarian policy matters.

Legislative and policy frameworks

A range of Commonwealth and state legislation requires the provision of equal access
to government services and for these services to be delivered in accordance with
human rights obligations.

Access to Services for Migrants, Refugees and Asylum Seekers Victorian Auditor-General’s Report
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1.5.1 Legislation

The Multicultural Victoria Act 2011 (the Act) is the framework for a
whole-of-government approach to building a cohesive, culturally diverse community.
The Act establishes the principles of multiculturalism, including that:

° all individuals in Victoria are equally entitled to access opportunities and
participate in and contribute to the social, cultural, economic and political life of
the state

° Victoria’s diversity should be reflected in a whole-of-government approach to
policy development, implementation and evaluation.

The Act established the Victorian Multicultural Commission (VMC) as a statutory body
to provide independent advice to the Victorian Government on multicultural affairs and
citizenship matters. It also established reporting requirements for the VMC and
government departments in relation to multicultural affairs.

The Equal Opportunity Act 2010, the Charter of Human Rights and Responsibilities Act
2006 and the Racial and Religious Tolerance Act 2001 form the framework of laws in
Victoria that protect people from discrimination and vilification.

1.5.2 Policy

The Office of Multicultural Affairs and Citizenship (OMAC), situated in the Department
of Premier and Cabinet, was established in 2011. OMAC drives Victorian Government
multicultural policy and program implementation. It has responsibility for managing
programs and projects such as the:

° Language Services Strategy

° Cultural Precincts Enhancement Fund

° Promoting Harmony and Multifaith/Interfaith initiatives

° Settlement Coordination Unit.

In March 2014, OMAC released a new multicultural affairs policy— Victoria's
Advantage: Unity, Diversity, Opportunity—which is organised around three themes:
° maximising the benefits of our diversity

° citizenship, participation and social cohesion

° accessible and responsive services.

The policy commits to a whole-of-government approach to the delivery of responsive,
culturally appropriate and accessible services and programs, and provides a set of
performance indicators to track progress.

The Victorian Government guidelines on policy and procedures, Using Interpreting
Services and Effective Translations, require departments and funded agencies to
provide information to communities in their language and use interpreters and
translators in delivering services. Updated policies and procedures for providing
effective translations and using interpreting services were released on 8 April 2014.
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1.6

A critical cross-department governance mechanism is the Multicultural Services
Delivery Senior Officers Inter Departmental Group (IDG). The IDG reports to the
Minister for Multicultural Affairs and Citizenship via OMAC. OMAC acts as the
secretariat of the IDG, and the VMC also has a representative on the IDG.

The IDG meets four times a year, and its members are generally representatives at
senior executive level from a wide range of departments and Victoria Police.

Other mechanisms supporting a whole-of-government approach are the Regional
Management Forums (RMF). Departmental secretaries act as regional champions for
allocated RMFs. There is also representation from departmental regional office
directors. Regional strategy coordinators provide secretariat support for RMF
meetings. These entities and mechanisms are explored further in Part 4 of this report.

Audit objectives and scope

The audit assessed the accessibility of government services for migrants, refugees

and asylum seekers. In particular, it examined whether:

° departments have a comprehensive understanding or definition of ‘effective
access’

° departments have appropriate priorities, strategies and actions to facilitate
effective access to services

° departments can demonstrate that services are accessible to migrants, refugees
and asylum seekers

° whole-of-government structures and processes result in informed and
coordinated service planning and delivery.

The following departments and agencies were included in the audit:
° Department of Education and Early Childhood Development

° Department of Health

° Department of Human Services

° Department of Premier and Cabinet

° Victorian Multicultural Commission.

Specific services within education, health and human services were selected for

examination following an initial analysis of departmental policies, plans and reporting

on service access, including three key programs:

° the Maternal and Child Health service, whi