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Section 1: Overview
1.1 Introduction

This version of the course CHC14015: Certificate 
1 in Active Volunteering is specifically targeted 
at those volunteering with or wishing to volunteer 
with refugees1.

Many of the organisations providing support to 
refugees are heavily dependent on volunteers 
to perform a wide range of tasks from meeting 
entrants at the airport to helping them to establish 
their homes, learn English, familiarise themselves 
with their new environment and any number of 
other vital roles that pave the way for refugees 
to become fully functioning members of the 
Australian community.

Because the work undertaken by volunteers 
is integral to the success of the programs 
supporting vulnerable people to build a new life, 
it is important that volunteers have the requisite 
skills and knowledge. This course was developed 
specifically with this in mind.

The development of this tailored course and the 
associated training resources was an initiative of 
the NSW Department of Family and Community 
Services (FACS) in partnership with Navitas 
English. The drafting and validation were overseen 
by a Steering Committee made up of government 
and community representatives with specific 
expertise in the subject matter and in training.

1.2 Course Materials

Three separate resources have been developed for 
CHC14015: Certificate 1 in Active Volunteering 
(with Refugees):

• Trainer’s Guide (this document)

• Participant’s Workbook

• Assessment Guide

In this Trainer’s Guide you will find:

• information about the course

• an overview of course delivery and assessment 
requirements

• guidance for the delivery of the face-to-face 
sessions, including content, suggested activities 
and resources

• tables showing elements and performance 
criteria for the 3 core and 2 elective units that 
make up this course.

The Participant’s Workbook contains:

• background information on the topics that make 
up this course

• written assessment tasks

• a copy of the Participant’s Checklist

• tables showing elements and performance 
criteria for the 3 core and 2 elective units that 
make up this course.

The Trainer’s Guide and Participant’s Handbook 
are available free of charge from the following 
website:

www.volunteering.nsw.gov.au

1. When used in this generic context, the term ‘refugee’ includes asylum seekers.

www.volunteering.nsw.gov.au
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Section 1: Overview (continued)

The Assessment Guide must be requested from 
the NSW Department of Family and Community 
Services (FACS) and will be provided free of charge 
upon proof of Registered Training Institutions (RTO) 
status. The Assessment Guide contains:

• details of assessment procedures and an 
overview of tasks

• a validated assessment matrix

• a marking guide for the assessment tasks 
embedded in the Participant’s Workbook

• guidance about how to assess the volunteers’ 
skills and behaviour while they are volunteering 
with refugees and a checklist to assist you to do 
this

• a checklist to enable the Assessor (be this 
you or someone qualified to do this) to assess 
competencies through observation in the 
classroom

• the checklist participants will use to self assess 
their skills.

1.3 How the Training Resources Can 

Be Used?

The training resources (of which this Guide is a 
part) are intended to perform various functions. 
Firstly, the resources enable RTOs to offer a 
targeted qualification for those interested in 
volunteering with refugees and/or seeking to 
enhance their knowledge and skills in this area.

The resources can also be used by organisations 
working with refugees to inform and enhance their 
in-house professional development. When used 
in this way, those undertaking the training will not 
get a recognised qualification but if they wish to 
obtain one, the link between training derived from 

this package and the qualifications will facilitate 
the process of recognition of prior learning.

Another important target of the resources is 
volunteers who are not linked to one of the 
organisations offering comprehensive training to 
their volunteers. Even if these people don’t wish 
to pursue a qualification, they will have access to 
material they can use for self-directed learning. 
This is especially important for volunteers in rural 
and regional areas who don’t have ready access 
to an RTO and who are typically linked to smaller 
agencies or un-funded community groups.

1.4 Course Structure

Five units make up CHC14015: Certificate 1 in 
Active Volunteering (with Refugees):

• Three Core Units:

• CHCDIV001 Work with diverse people

• CHCVOL001 Be an effective volunteer

• HLTWHS001 Participate in workplace health 
and safety.

• Two Elective Units:

• CHCSET001 Work with Forced Migrants

• FSKWTG06 Write simple workplace 
information.

The typical way of delivery would be for each 
of these units to be undertaken separately, with 
distinct course work and assessment tasks for 
each unit.
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Section 1: Overview (continued)

In this instance, however, the course has been 
clustered: the 5 units that make up a Certificate 
1 in Active Volunteering have been incorporated 
into a single unified course. Instead of 5 separate 
sets of assessments tasks, there is one set that 
captures the Elements and Performance Criteria 
from each of the 5 units. This will be further 
explained in Section 2.

Learner Profile

This course has been developed for people  
who wish to volunteer with programs supporting 
refugees and asylum seekers or who are currently 
volunteering in these programs and who wish to 
enhance their knowledge and skills.

The target learner might be someone who:

• has retired and is seeking interesting and 
worthwhile activities

• is looking to re-enter the workforce after a 
period of absence

• is new to Australia and is looking for ways to 
connect to the community

• wishes to use this course as a stepping stone to 
further learning.

The target learner should be someone who is:

• interested in international issues and keeps up 
with the news

• able to work with a diverse mix of people

• empathetic and able to work with vulnerable 
individuals

• reliable and trustworthy

• able to take direction and follow instructions.

1.5 Information Relevant to RTOs

1. Requirements to Qualify for a Certificate 1 in 
Active Volunteering with Refugees

Each of the following elements is required for the 
award of a Certificate 1 in Active Volunteering, 
endorsed to show that the focus of the study has 
been on Volunteering with Refugees:

Requirements that are the responsibility 
of Participants:

i. Volunteer as part of a team with paid and/or 
unpaid staff for a period of at least 20 
hours in an organisation with a structured 
volunteer program. 2

ii. Attend attended four face-to-face 
training sessions.

iii. Complete the ten written assessment tasks 
embedded within the Participant’s Workbook.

Requirements that are the responsibility 
of Assessors:

iv. Determine competency in areas covered in 
written assessment tasks.

v. Observe while participant is volunteering and 
determine competency in relevant areas.

vi. Observe interactions and responses in the 
classroom and assess relevant competencies.

2. Entry Requirements

There are no entry requirements for 
this qualification.

2. This is a specific requirement of CORE UNIT 2: CHCVOL001 Be an effective volunteer.
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Section 1: Overview (continued)

3. Language, Literacy and Numeracy 
Requirements

This qualification requires a general command 
of spoken English, the capacity to read basic 
written instructions and the ability to write at the 
level needed to competently take down telephone 
messages or write basic workplace documents.

4. Technology Literacy Requirements

The qualification requires the learner to have  
basic computer skills and knowledge of how to 
use the internet.

5. Certification

If participants undertake this study through a 
Registered Training Organisation (RTO) that 
has this unit on its official scope of registration 
and they are assessed as competent, they can 
be awarded a Statement of Attainment from 
the Australian Qualification Framework for the 
following unit: CHC14015: Certificate 1 in Active 
Volunteering

In such cases it is recommended that the RTO add 
a reference on the Statement of Attainment to the 
fact that the material covered in the unit focused 
specifically on volunteering with refugees.

If a participant has been assessed as Not Yet 
Competent, you will need to arrange another 
assessment opportunity for him/her.

1.6 Trainer Competency Requirements

Trainers must:

1. hold the TAE40110 Certificate IV in Training and 
Assessment or its successor.

2. be able to demonstrate vocational 
competencies at least to the level being 
delivered and assessed.

Persons delivering training under the supervision 
of a trainer must:

1. work under the supervision of a trainer with 
the TAE40110 Certificate IV in Training and 
Assessment or its successor

2. hold one of the following:

• TAESS00007 Enterprise Trainer – Presenting 
Skill Set or its successor

• TAESS00008 Enterprise Trainer – Mentoring 
Skill Set or its successor

• TAESS00003 –Enterprise Trainer and Assessor 
Skill Set or its successor

3. Be able to demonstrate vocational 
competencies at least to the level being 
delivered and assessed as well as maintaining 
their industry currency.

Notes:

Evidence used to demonstrate equivalence of 
competencies may include consideration of 
relevant past training, including consideration 
of superseded and pre-existing teaching 
qualifications, experience, and 
professional development.
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Section 2: Course Delivery
2.1 Introduction

As previously mentioned, the clustered model 
used for this course is a departure from the 
traditional method that involves delivering 
separate and discrete units that combine to form 
a qualification. In this instance, the competencies 
embedded within the 3 core and 2 elective units 
are woven throughout the various components of 
the course.

On first glance this might seem confusing but 
care and attention have gone into demonstrating 
at each step of the way how this has been done 
so that trainers and the Registered Training 
Organisations (RTOs) for which they work can be 
reassured that they are meeting their requirements. 
In this Guide and the accompanying Assessment 
Guide, competency tables have been included to 
demonstrate how this has been done.

The clustered model was chosen for its many 
benefits:

• It can be completed faster and involves less 
face-to-face time.

• Participants feel they are doing one course 
rather than 5 discrete and unrelated units.

• The various topics within the course are 
thematically linked (in this case to volunteer 
work with refugees) so they seem more 
relevant.

• There is less duplication, especially in 
relation to assessment.

Below you will find guidance on how the course 
can be delivered.

2.2 Delivery Options

There are at least two ways in which an RTO can 
deliver this course:

• The RTO can offer the course in the 
conventional way, i.e. advertising it to 
potential candidates and running it out of 
the RTO’s facilities.

• The RTO can enter into a partnership with 
one of more organisations that support 
refugees and asylum seekers to run the 
course for their volunteers.

The course can also be offered through distance 
learning but alternative assessment options will 
need to be considered.

Irrespective of how the course is offered, certain 
requirements (as outlined below) must be met.

If the desire is to offer training without it leading 
to the award of a qualification, there can be a 
great deal more flexibility about how the training 
resources are used. Organisations can, for 
example:

• encourage their volunteers to read the 
Participant’s Workbook

• require their volunteers to read the 
Participant’s Workbook and compete some 
or all of written assessment tasks included

• run training sessions based on the material 
in this Guide

• invite external people to run training for 
volunteers based on topics identified 
through reading this Guide

• combine any of the above.
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Section 2: Course Delivery (continued)

2.3 Delivery Requirements

The clustered model that has been used for 
CHC14015: Certificate 1 in Active Volunteering 
(with Refugees) requires RTOs to arrange for 
the following:

• Four face-to-face training sessions of 3 
hours duration (or equivalent)3 during which 
participants not only acquire knowledge but 
are also assessed on their skills 
and knowledge.

• Access to the Participant’s Handbook 
and guidance about the completion of the 
Written Assessment Tasks and 
Participant’s Checklist.

• Review of the Written Assessment Tasks by 
a suitably qualified assessor.

• At least 20 hours of practical volunteer 
experience undertaken as part of a 
team with paid and/or unpaid staff in an 
organisation with a structured 
volunteer program.

• Identification of a suitable person within 
the organisation where the participant 
is undertaking voluntary work who can 
supervise the participant and sign off on 
their checklist.

• Observation of participants on one or 
more occasions while they are undertaking 
voluntary work to assess relevant 
competencies.

• Overview of the various elements outlined 
above to determine whether the participant 
has met the requirements for the award of 
a qualification.

The above can be done by the RTO independently 
or in partnership with one or more service 
providers.

2.4 Workplace Supervision

As part of the course requirements, participants 
are required to undertake at least 20 hours of 
voluntary work in an organisation that supports 
refugees.

The organisation they are volunteering with should 
assign a Workplace Supervisor and as the Trainer, 
you need to identify this person and brief them on 
what is expected of them.

It is the role of the Workplace Supervisor to:

• ensure the volunteer has gone through a 
workplace induction

• provide a safe and supportive workplace

• clearly outline the volunteer’s role and 
responsibilities

• integrate learning tasks into work activities

• act as a role model

• help the volunteer to develop required skills 
and knowledge

• provide regular feedback and 
encouragement

• promote independence and self direction

• provide feedback to the RTO on the 
progress of the volunteer

• sign off on the Participant’s Checklist.

3. See Section 3.
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Section 2: Course Delivery (continued)

2.5 Where the Units are Covered

The following table is an overview of how the five units are covered in the course.

Unit Face-Face Session
Participant’s 

Workbook
Checklists

CHCDIV001 Work with diverse people Seassions 1 and 3 Part 2  P 

CHCVOL001 Be an effective volunteer Sessions 1 asnd 3 Part 1  P 

HLTWHS001 Participate in workplace helth 
and safety

Session 1 Part 7  P 

CHCSET001 Work with Forced Migrants Sessions 2,3 and 4
Part 3, 4, 5 
and 6  P 

FSKWTG06 Write simple workplace 
information

Part 8  P 

Detailed information about how all of the elements 
and performance criteria are covered can be found 
in the Assessment Guide.

In addition, the elements and performance criteria 
covered during the face-to-face sessions and in 
the Participant’s Workbook are outlined in the 
relevant sections of this Guide.
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Section 2: Course Delivery (continued)

2.6 How the Competencies will 

be Assessed

Assessment of competencies for this version 
CHC14015: Certificate 1 in Active Volunteering is 
undertaken using four assessment tools:

• Written Assessment Tasks: the questions 
for these can be found at the end of each 
section of the Participant’s Workbook and 
marking advice is included in Section 4 of 
the Assessment Guide.

• Classroom Checklist: this guides 
the assessor in the determination of 
competence in a range of areas that can be 
observed during the face-to-face sessions. 
This checklist is also included in Section 6 
of the Assessment Guide.

• Workplace Checklist: this focuses on 
competencies exhibited while volunteering 
The Assessor observes the participant 
on one or more occasions while they are 
undertaking their mandatory 20 hours of 
volunteering and completes the 
checklist included in Section 5 of the 
Assessment Guide.

• Participant’s Checklist: at the completion 
of their mandatory 20 hours of volunteering, 
participants are required to complete a 
checklist that guides them to reflect on their 
skills. They are also required to have this 
signed off by the person who was 
their supervisor in the workplace. This 
checklist and further instructions about its 
use can be found in Section 7 of the 
Assessment Guide.

Each of these methods of assessment are 
explained in detail in Section 4 of this Guide  
and in the sections of the Assessment Guide 
identified.

Section 4 also provides additional details about 
assessment procedures.
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Section 3: Face-To-Face Sessions
About the Face-To-Face Sessions

This course has been developed to include four 
face-to-face sessions, each of approximately 3 
hours duration.

The face-to-face sessions have been designed to 
enable core knowledge and skills to be covered 
and for the trainer to be able to observe how 
course participants engage with the subject 
matter, interact with each other and perform in 
simulations and other classroom activities.

It is anticipated that the face-to-face sessions 
would be scheduled on four separate dates, with 
the interval between these (weekly, fortnightly, 
monthly) determined by the RTO. There is nothing 
to stop an RTO, however, from deciding to vary 
the delivery format, e.g. by:

• running the four sessions on two consecutive 
days

• having two non-consecutive days of training, 
with each day covering two sessions.

If a condensed format is used, consideration will 
need to be given to how the written assessment 
tasks are handled. This is discussed in the 
Assessment Guide.
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Section 3: Face-To-Face Sessions (continued)

The Face-to-Face Sessions

The four face-to-face sessions cover the 
following topics:

Session 1
Volunteering 
in a Diverse 
Community

Session 1 provides an opportunity for the trainer to introduce 
themselves to the participants and to get to know the participants. 
Participants are also told about how the course is structured, what 
they are required to do and how they will be assessed.

Session 1 also covers two important content areas: volunteering 
and diversity and should do this by combining the two to focus on 
volunteering in a diverse community.

Session 2
Refugees and 
Settlement

Session 2 introduces important background information about 
refugees and asylum seekers so that participants will have an 
accurate understating of the people they will be supporting, how 
they came to Australia and the services available to them.

This Session also provides an opportunity to reflect on community 
attitudes to refugees and asylum seekers and to debunk some 
prevalent myths.

Session 3
Working With 
Refugees

Session 3 is about using the knowledge about refugees from 
Session 2 and applying it in a way that supports refugees to be 
able to operate competently and confidently in the Australian 
environment and not become dependent on the support of others.

Session 4
Vulnerability and 
the Impact 
of Trauma

Session 4 provides an opportunity to explore vulnerability, 
highlighting in particular groups who are confronting issues that 
add to their vulnerability as well as ways that volunteers can 
constructively support vulnerable refugees and asylum seekers.

The other important issue considered in Session 4 is the impact 
of trauma, both in the context of the people the volunteers will 
be supporting and also how it manifests in those working with 
traumatised people. Self care strategies and an awareness of how 
to assist others is an essential skill when working with refugees 
and asylum seekers.
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Section 3: Face-To-Face Sessions (continued)

Delivering the Face-to-Face Training

It is not the intention of this Guide to give you a 
step-by-step guide to what you say and do in the 
classroom. Each trainer has his or her own style 
and each group of volunteers you are training will 
have different needs. Instead, this Guide provides 
material you can use to confidently develop what 
you present in the classroom.

Session 1: Volunteering in a 

diverse community

Included in this section of the Guide are 
the following:

• Suggested topics to be covered in 
the session.

• Direction to the background information 
relevant to the session.

• Suggestions for classroom activities.

• Additional resources and reference material.

• The competencies it is envisaged you focus 
on in the session.

As the first of the four face-to-face sessions, 
an important focus of Session 1 will be on 
introducing yourself to the participants and 
getting to know them. It is also the point you 
explain to the participants how the course is 
structured, what they are required to do and 
how they will be assessed.

Given that this is your first session with the 
group, it is important that you include a safety 
briefing. Not only will this meet your WHS 
obligations but it can be used to assess 
required competencies.

The main focus of Session 1 should be on 
two important content areas: volunteering and 
diversity, and should do this by combining 
the two to focus on volunteering in a diverse 
community.

It is important to include content about 
volunteering (what it is and the frameworks 
that support it) and an opportunity for the 
participants to explore their motives for 
volunteering, their identity and the relationship 
between these, and their role as a volunteer 
supporting vulnerable individuals and groups.
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Section 3: Face-To-Face Sessions (continued)

Competencies Relevant to Session 1

The competencies relevant to this Session are 
listed in Table 1 which can be found at the end of 
this section of the Guide.

It is a long list and could be seen as daunting. It is 
not intended to be. The important thing for you to 
do is to familarise yourself with the competencies 
in the table and then think about how you can 
weave these into the things you talk about and the 
activities you select for this Session.

Topics

It is recommended that you cover the following 
topics in Session 1:

1. Welcome and Introductions

Because of the relevance of identity and self 
awareness in this course, the introductions  
should not be simple and formulaic. Instead,  
ask the participants to talk about themselves 
and their backgrounds, about their motivations 
for doing the course and what drew them to 
volunteering with refugees and asylum seekers.

2. Course Overview

Explain how the course is structured (especially 
how the five units have been clustered), what 
subjects will be covered and what they are 
required to do to complete the course (see 
guidance on this in Sections 2 and 4).

This is also the time to introduce participants to 
the Workbook, emphasising that this contains 
both core information and the written assessments 
tasks they are required to complete.

The point should be made that not all of the 
topics included in the Workbook will be covered 
in the face-to-face sessions. The fact that the 
information is not discussed in class does not 
mean that it is not relevant. The content will be 
assessed, both through the written tasks and in 
other ways.

3. Workplace Emergency Procedures

Explain that every workplace is required, under 
law, to have procedures for keeping people 
safe and for dealing with emergencies. Give 
the standard WHS briefing and explain the 
emergency procedures for your location. Take the 
students through an evacuation drill. Note that the 
participants’ response to this will be assessed  
in the Classroom Checklist.

4. What is Volunteering?

Explore definitions of volunteering, patterns 
of volunteering in Australia and benefits of 
volunteering for the volunteer, for the organisation 
they volunteer with and for broader society.

5. The Rights and Responsibilities of 
Volunteers

Introduce the concept of rights. How do rights 
differ from needs and wants? Where are rights 
enshrined? (International Declaration of Human 
Rights and Human Rights treaties)

Discuss Volunteering Australia’s Volunteer Rights 
and the commensurate responsibilities that go 
with being a volunteer.
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Section 3: Face-To-Face Sessions (continued)

6. Legal Obligations

This should cover the importance of 
understanding that volunteers are bound by a 
number of laws (Work Health and Safety, Privacy, 
Anti-Discrimination and Child Protection) and 
reference the more detailed information in Parts 1 
and 7 of the Workbook).

7. Support for Volunteers

Outline what volunteers should expect from 
the organisation they are volunteering with: 
orientation, training, supervision and debriefing.

8. Diversity

Explore:

• What is diversity and how it is manifested in 
Australia.

• Australian attitudes to diversity (link to Anti-
Discrimination Laws).

• Participants’ attitudes to diversity.

Background Information

Background information for this Session 
can be found in Topics 1 and 2, as well as 
Topic 7 (Work Health and Safety) of the 
Participant’s Workbook.

9. Culture

Talk about what ‘culture’ is and provide 
opportunities for participants to reflect on their 
own culture and how it dictates the way they view 
the world and relate to others.

10. Self-Awareness

Building on previous discussions, talk about what 
self-awareness is and why it matters.
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Section 3: Face-To-Face Sessions (continued)

Classroom Activities

It is recommended that you include a WHS 
briefing and an emergency drill as an activity in 
your first session.

In addition, you will find below a number of 
activities which are provided as suggestions only. 
You are free to use them, modify them or create 
your own activities.

Reflection

This activity explores what motivated the participants to want to volunteer with refugees.

Ask participants to stand up and clear a space in the room (or maybe there is somewhere close by 
with open space you can use).

Explain to the participants that you want them to think very carefully about how they respond to the 
next direction.

Indicate three separate locations in the room. Direct the participants to move to one of areas 
according to whether they had chosen to do this course because:

• of their interest in volunteering

• they wanted to do something to support refugees and/or asylum seekers and volunteering was 
one way to do this

• they were interested in learning about what was involved in being a volunteer so they can support 
refugees and/or asylum seekers.

Explore with members of each group why they chose to move to that group.

Without being judgemental, steer the conversation towards the concept of symbiosis: two elements 
complementing each other; in other words to work effectively with refugees you need to understand 
the principles of volunteering and to be an effective volunteer you have to understand refugees and 
asylum seekers.

If you have a number of participants from culturally and linguistically diverse (CALD) backgrounds, 
the following extract from Giving and Volunteering in Culturally and Linguistically Diverse and 
Indigenous Communities4 might provide some useful guidance for this activity.

4.  Giving and Volunteering in Culturally and Linguistically Diverse and Indigenous Communities. Cultural & Indigenous Research 
Centre Australia. 2016. pp vi – viii. www.communitybusinesspartnership.gov.au/wp-content/uploads/2016/09/giving_and_
volunteering_in_cald_and_indigenous_communities.pdf

www.communitybusinesspartnership.gov.au/wp-content/uploads/2016/09/giving_and_volunteering_in_cald_and_indigenous_communities.pdf
www.communitybusinesspartnership.gov.au/wp-content/uploads/2016/09/giving_and_volunteering_in_cald_and_indigenous_communities.pdf
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Section 3: Face-To-Face Sessions (continued)

CALD participants described a variety of factors for giving and volunteering such as:

• Cultural maintenance: Participants consistently described volunteering as an inseparable element 
of their culture that needed to be passed on to their next generation and shared with other Australian 
communities. For many participants, maintaining cultural and linguistic traditions was an important 
element in many volunteering activities.

• Religious and social ethics: Many CALD participants described their culture of origin as one that 
placed a high religious or social value on the giving of personal time ‘for the common good’, though 
some participants described being motivated by social or political ethics.

• Community wellbeing and connection: Many participants described their own settlement 
experiences as having been difficult and said they were now motivated to volunteer and give in  
order to reduce the kinds of trauma that many experience.

• Meaning and personal satisfaction: Many CALD participants described their participation in 
volunteering in altruistic terms, yet volunteering was also seen by many participants as providing 
meaning in life and self-esteem.

• Employment opportunities: Many CALD participants described a loss of career and a need to 
find new kinds of work in their transition to life in Australia. Volunteering was described by many 
participants as a way to update skills or acquire new ones.

Volunteering and giving among CALD communities are constrained by a range of challenges, including:

• Lack of time: Many participants described their desire to volunteer outside their own community as 
being constrained by the more immediate need for caring for their own families and communities.

• Burnout: The level of demand placed upon community members was seen by some as connected 
to burnout, leading in some cases to withdrawal from volunteer activities.

• Lack of English: CALD participants often saw English language requirements as a barrier to 
volunteering outside their communities.

• Potential for exploitation and racism: Some noted that they were unappreciated by non-CALD 
workers and managers; others identified issues of exploitation, discrimination and racism.

• Community vulnerability: Participants noted that the financial demands on newly arrived migrants 
and refugees during settlement can be a barrier to giving.

• Lack of transparency and flexibility: Participants described a lack of transparency and flexibility in 
how donations are distributed by charitable organisations.
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Group Exercise

Divide the class into groups with approximately 5 or 6 members.

Ask each group to come up with a code of conduct for volunteers.

When they present this to the class, they need to be able to explain why they chose each clause and 
if required, to respond to questions from their fellow participants.

Brainstorm

Ask the question: what is diversity and how does it manifest in Australian society?

Use this as a starting point to explore:

• how attitudes to diversity have changed over time5

• whether their attitudes to diversity have changed over time

• their experiences with people from other backgrounds, or with disabilities, or with sexual 
orientations other than their own

• current community attitudes to diversity

• what influences community attitudes

• the impact of attention given to any group on members of that group etc.

CALD participants identified a number of factors that could enable involvement of CALD communities 
in fundraising and charity organisations. These include:

• Partnering between CALD community groups and broader Australian organisations

• Greater flexibility in volunteering options (e.g. less rigid timeslots)

• More systematic approaches to collecting and distributing funds

• Opportunities for work experience and skills development.

5. You might wish to reference the fact that in the mid 20th Century, one of the biggest divides in Australia was between Protestants 
and Catholics; or in the 1970s and 80s, there was a strong anti-Asian movement but these attitudes have largely faded and new 
groups are being targeted.
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Word Dump

Give each participant 3 post-it-notes.

Ask them to write one word that sums up the meaning of ‘culture’ for them on each of their  
post-it-notes.

One by one, ask them to share their words and hand over the post-it-notes.

When they hand them to you, try to group the post-it-notes into themes e.g. religion, food, dress, 
language etc on the wall or white board.

Use the participants’ responses to initiate a discussion about the meaning of ‘culture’.

Self Reflection

Preparation:

Download the diagram of the Cultural Iceberg from the following website:

www.languageandculture.com/cultural-iceberg

Familiarise yourself with the description on the site (and below) of what the iceberg is being used to 
represent.

Why is culture like an iceberg?

When we see an iceberg, the portion which is visible above water is, in reality, only a small piece of a 
much larger whole. Similarly, people often think of culture as the numerous observable characteristics 
of a group that we can *see* with our eyes, be it their food, dances, music, arts, or greeting rituals. 
The reality, however, is that these are merely an external manifestation of the deeper and broader 
components of culture -- the complex ideas and deeply-held preferences and priorities known as 
attitudes and values.

Deep below the “water line” are a culture’s Core values. These are primarily learned ideas of 
what is good, right, desirable, and acceptable -- as well as what is bad, wrong, undesirable, and 
unacceptable. In many cases, different cultural groups share similar core values (such as “honesty”, 
or “respect”, or “family”), but these are often interpreted differently in different situations and 
incorporated in unique ways into our daily lives. Ultimately, our Interpretations of our core values 
become visible to the casual observer in the form of Observable Behaviors, such as the words we 
use, the way we act, the laws we enact, and the ways we communicate with each other.

www.languageandculture.com/cultural-iceberg
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It is also important to note that the core values of a culture do not change quickly or easily. They are 
passed on from generation to generation by numerous factors which surround us and influence us. 
These Formative Factors are powerful forces which guide us and teach us. The things our educators 
and parents teach us, the opinions and ideas we see and hear in the media, the way our laws and 
social norms structure our world -- all of these things (and many more) mold us and our cultural 
values. Cultural change is never quick and forces, ideas, and beliefs -- both new and old -- continually 
impact our way of seeing the world and deciding what matters to us (our Core Values), what that 
means in our personal and professional lives (our Interpretations), and how we ultimately act (our 
Observable Behaviors).

So, like an iceberg, there are things that we can see and describe easily... but there are also many 
deeply rooted ideas that we can only understand by analyzing values, studying formative factors,  
and in many cases, reflecting on our own core values.6

You might also wish to consider using the short video that is available from the same webpage.

Activity

Explain the difference between the observable aspects of one’s culture (above the water) and the 
hidden aspects (below the water). It’s up to you but you might like to use some examples from your 
own life to explain the concepts.

Ask the participants to draw their own ‘cultural iceberg’ and fill in the things that have influenced their 
lives. Give them the option of doing this individually or in pairs and explain at the outset that they will 
not be required to divulge anything they do not want to to the class … this is after all an exercise for 
them to REFLECT DEEPLY on the things that have shaped their lives. Suggest that they might want 
to take their iceberg home and add to it when they think of new things.

Before leaving this exercise, invite any participants who feel comfortable to do so to share their 
reflections (reminding others that these should be treated as confidential). As participants disclose, 
pose the question ‘is this something that will have an impact on how clients view you?’

6. From www.languageandculture.com/cultural-iceberg

www.languageandculture.com/cultural-iceberg
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Additional Resources and Reference Material

Way2Go Volunteering: Toolkit for Volunteer Mangers. Albury Wodonga Volunteer Resource Bureau and 
FACS NSW. www.vrb.org.au/?page_id=1429

Giving and Volunteering in Culturally and Linguistically Diverse and Indigenous Communities. Cultural & 
Indigenous Research Centre Australia. 2016. www.communitybusinesspartnership.gov.au/wp-content/
uploads/2016/09/giving_and_volunteering_in_cald_and_indigenous_communities.pdf

About Culture. On www.languageandculture.com/about-culture

Racism. No-Way. www.racismnoway.com.au. Excellent overview of ethnic diversity in Australia.

Migrant Intake into Australia, Productivity Commission Inquiry Report. www.pc.gov.au

Diversity Council of Australia: www.dca.org.au

Office of the United Nations High Commissioner for Human Rights: www.ohchr.org

Australian Human Rights Commission: www.humanrights.gov.au

SBS Cultural Competence Program: www.cultural-competence.com.au

www.vrb.org.au/?page_id=1429
www.communitybusinesspartnership.gov.au/wp-content/uploads/2016/09/giving_and_volunteering_in_cald_and_indigenous_communities.pdf
www.communitybusinesspartnership.gov.au/wp-content/uploads/2016/09/giving_and_volunteering_in_cald_and_indigenous_communities.pdf
www.languageandculture.com/about-culture
www.racismnoway.com.au
www.pc.gov.au
www.dca.org.au
www.ohchr.org
www.humanrights.gov.au
www.cultural-competence.com.au
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TABLE 1: COMPETENCIES RELEVANT TO SESSION 1

CHCDIV001 - 1.1 Identify and reflect on own social and cultural perspectives and biases

CHCVOL001 - 1.2 Identify the rights and responsibilities of the volunteer and apply to work

CHCVOL001 – Knowledge Evidence (KE) Volunteering as a choice and as being based on reciprocity

CHCVOL001 - KE How personal values and attitudes may impact on work as a volunteer

CHCVOL001 - KE Personal motivations for volunteering

CHCVOL001 - KE Personal expectations to be gained from volunteer work

CHCSET001 - 1.2 Identify how one’s own ethnicity, religion, class and gender will affect interactions with 
clients and modify approach appropriately

CHCVOL001 – KE Legal and ethical considerations for volunteer work and how these are applied in 
organisations, including:

• rights and responsibilities of volunteer, colleagues, organisation and customers and/or consumers

• privacy, confidentiality and disclosure

• mandatory reporting

CHCDIV001: 1.1 Identify and reflect on own social and cultural perspectives and biases

CHCDIV001: 2.1 Value and respect diversity and inclusiveness across all areas of work

CHCDIV001: 3.1 Show respect for diversity in communication with all people

CHCDIV001: 3.2 Use verbal and non-verbal communication constructively to establish, develop and 
maintain effective relationships, mutual trust and confidence

CHCDIV001: KE Concepts of cultural awareness, cultural safety and cultural competence and how 
these impact different work roles

CHCDIV001: KE Concepts and definitions of diversity

CHCDIV001: KE Own culture and the community attitudes, language, policies and structures of that 
culture and how they impact on different people and groups
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TABLE 1 (continued)

CHCDIV001: KE Features of diversity in Australia and how this impacts different areas of work and life:

• political

• social

• economic

• cultural

CHCDIV001: KE Legal and ethical considerations (international, national, state/territory, local) for 
working with diversity, how these impact individual workers, and the consequences of breaches:

• discrimination:

• age

• disability

• racial

• sex

CHCDIV001: KE Human rights:

• Universal declaration of human rights

• relationship between human needs and human rights

• frameworks, approaches and instruments used in the workplace

• rights and responsibilities of workers, employers and clients, including appropriate action when rights 
are being infringed or responsibilities not being carried out

CHCDIV001: KE Key areas of diversity and their characteristics, including:

• culture, race, ethnicity

• disability

• religious or spiritual beliefs

• gender, including transgender

• intersex

• generational

• sexual orientation/sexual identity - lesbian, gay, bisexual, heterosexual
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TABLE 1 (continued)

CHCDIV001: KE Key aspects, and the diversity, of Australia’s Aboriginal and/or Torres Strait Islander 
cultures, including:

• social, political and economic issues affecting Aboriginal and/or Torres Strait Islander people

• own culture, western systems and structures and how these impact on Aboriginal and/or Torres Strait 
Islander people and their engagement with services

CHCDIV001: KE Consideration of impacts of discrimination, trauma, exclusion and negative attitudes

CHCDIV001: KE Impact of diversity practices and experiences on personal behaviour, interpersonal 
relationships, perception and social expectations of others

HLTSHS001 – 1.1 Follows workplace policies and procedures for safe work practices

HLTSHS001 – 1.2 Able to identify existing and potential hazards in the workplace, report them to 
designated persons, and record them according to workplace procedures

HLTSHS001 - 1.3 Follow workplace emergency procedures

CHCSET001 - KE International and Australian perspectives on gender, class, culture and religion

Session 2: Refugees and Settlement

Session 2 is intended to cover important 
background information about refugees and 
asylum seekers so that participants will have 
an accurate understating of the people they 
will be supporting, how they came to Australia 
and the services available to them.

This Session also provides an opportunity to 
reflect on community attitudes to refugees and 
asylum seekers and to debunk some  
prevalent myths.

Competencies Relevant to Session 2

The competencies relevant to this Session are 
listed in Table 2 at the end of this section of  
the Guide.

As previously mentioned, the important thing 
for you to do is to familarise yourself with the 
competencies in the table and think about how 
you can weave these into what takes place during 
Session 2.
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Topics

It is recommended that you cover the following 
topics in Session 2:

1. Who are Refugees?

Examine the definition of a refugee, pointing out 
what the criteria mean.

Also look at the meaning of other relevant  
terms (refugee status, asylum seeker, internally  
displaced person).

2. The Refugee Experience

Explore what it means to be a refugee and the 
experiences might refugees go through (see 
Classroom Activities below for suggestions).

3. The International Protection Regime

Refer to the 1951 Convention relating to the Status 
of Refugees (the Refugee Convention) and other 
relevant international treaties and to the role of the 
office of the United Nations High Commissioner 
for Refugees (UNHCR).

Include reference to the fact that as a signatory to 
the Refugee Convention, Australia has obligations 
to protect people determined to be refugees, the 
most important being not sending refugees back 
to a country in which they would face persecution.

4. How Refugees Come to Australia

Explain the various pathways refugees enter 
Australia and the status they have when here.

5. Profile of Current Humanitarian Entrants

Using data from the Department of Home Affairs, 
explain which groups make up the current 
humanitarian program and briefly consider why 
they are in need of protection.

6. Myths and Facts

Provide an opportunity for participants to reflect 
on community attitudes towards refugees and 
asylum seekers, the accuracy of prevalent 
opinions and the impact of the misinformation.

Explore how this changes over time and the 
reasons for the changes.

7. What is Settlement

Explore the definition of settlement and how 
settlement is measured.

8. Overview of Settlement Services

Briefly outline the framework of settlement 
services provided for refugees (remembering that 
one of the written assessments tasks requires 
participants to document the services relevant for 
their local area).

9. Challenges Faced by Refugees Settling  
in Australia

Provide an opportunity for participants to reflect 
on the challenges refugees face adjusting to life  
in Australia.

Background Information

Background information for this Session  
can be found in Topics 3 and 4 of the  
Participant’s Workbook.
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Classroom Activities

The following are provided as suggestions only. 
You are free to use them, modify them or create 
your own activities.

Case Study

Provide the participants with the following Case Study (either as a paper copy or on a  
screen/smart board).

Explain that they are representatives of the Government of Zama and are responsible for determining 
whether of not Bashir is a refugee and whether he will be allowed to remain in Zama.

As a whole class or in groups, ask participants to go through Bashir’s story and make a decision 
which they must be able to justify using the evidence provided.

Bashir (who is 21 years old) is a citizen of Tambo. He belongs to a minority ethnic group. Fifteen years 
ago, the Government of Tambo stripped the members of his ethnic group of their citizenship and took 
their land. The authorities stopped issuing identity documents to members of this minority. Instead, 
they are designated as ‘foreigners’ or ‘unregistered’ and on this basis their stay in Tambo is tolerated.

Tambo is not a prosperous country and members of Bashir’s ethnic minority have only limited access 
to the labour market. They are not entitled to public education, and they are not allowed to form 
political parties or other organisations. Some members of the ethnic group who have spoken out 
and demanded respect for the human rights of the members of the group have been imprisoned and 
mistreated. For all these reasons, Bashir feels that he has no future in Tambo. He crosses the border 
and applies for refugee status in neighbouring Zama.7

When discussing the case study with the participants, you should emphasise that Bashir has met all 
four requirements for refugee status:

• Outside country of origin: yes – he has left Tambo and is in Zama.

• Well-founded fear of persecution:

• he has been denied many fundamental rights, including but not limited to the rights related to 
citizenship, ownership of property, access to education and employment and freedom  
of association

• members of his ethic group have been imprisoned and mistreated.

• Grounds for persecution: he is a member of an ethnic group.

• Protection from the State: he has been stripped of his citizenship.

7. Case study adapted from UNHCR’s self-study module on Refugee Status Determination.
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Guest Speaker

Invite someone from a refugee background to speak to the class about his or her story.

To manage this, it is a good idea to discuss the presentation with the refugee beforehand and work 
out a series of questions you can ask to guide discussion before opening it up to the participants to 
ask questions.

It is also good to ask the refugee in advance if there are ‘no go areas’ – things too painful to talk 
about. Reassure the refugee that they will not be required to talk about this and be ready to intervene 
if participants go there with their questions as part of the discussion.

If you choose this activity, make sure you spend some time with the refugee after the session to 
‘bring them back to the present’. The session will have required them to think about a deeply painful 
period of their life and it is important that you do not leave them there.

Film

There are many films and YouTube clips in which refugees talk about their stories. You might like to 
consider showing an extract or clip. See resource list for readily available options.
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Discussion

Prepare a slide or handout of the table on the following page which shows the major entrant groups 
in the humanitarian program by decade.

1940s 1950s 1960s 1970s

Germany, Austria, 
Poland and the 
Ukraine

Hungary Czechoslovakia

Indochina

Lebanon

Latin America (Chile 
and El Salvador)

1980s 1990s 2000s 2010s

Up to 40 
nationalities 
including:

Eastern Europe

Indochina (Vietnam, 
Cambodia and Laos)

Latin America

Middle East

Former Yugoslavia 
(Bosnia and Croatia)

Middle East 
(especially Iraq)

Afghanistan

Africa (initially 
Sudan then many 
countries)

Middle East (Iraq, 
Iran)

Afghanistan

Myanmar

Bhutan

Africa (DR Congo 
plus other countries)

Middle East (Syria, 
Iraq, Iran)

Afghanistan

Myanmar

Bhutan

Ask whether any of the participants know why these people had been forced to leave their country  
of origin.
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Simulation

This simulation is intended to enable participants to reflect on the fact that while most people are 
excited about being chosen for resettlement, they can also have mixed emotions.

Divide the class into two groups – one with no more than three or four members and the other 
containing the majority of the members of the class.

Get the two groups to stand or sit facing each other.

Explain to the small group that they are the lucky ones who have been accepted for resettlement to 
Australia.

Explain to the large group that they are the people left behind. Point to particular members and tell 
them that they are the aunt/cousin/best friend of one of those chosen for resettlement.

Ask the two groups questions about how they are feeling at this time. The questions might include:

• To the small group:

• How are you feeling about leaving?

• Is there anything/anyone you will miss?

• Are you feeling scared? If so, about what?8

• What are you most looking forward to about leaving?

• To the big group:

• How are you feeling seeing these people who have what you want?

• What do you hope/expect they might do for you once they are resettled?

• How will you feel if they don’t contact/help you?

Finish this exercise by reminding participants that when humanitarian entrants arrive in Australia, they 
bring with them very mixed emotions, not all of which are positive. It is important that those working 
with new entrants recognise and respect their conflicted state.

8. It is significant to note that many refugees say that the time they are most fearful for their safety is when they have been granted a 
visa to go to another country. Other refugees have been known to attack such people out of jealousy and/or to steal their identity.
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Reflection

Ask participants to get out paper and a pen. Explain that you will ask them a series of questions and 
they should respond with a ‘yes’ or ‘no’ to each without discussing their responses with others.

Ask the following questions:

1. Your life and your family’s life are in immanent danger and you have to flee your country. It is too 
dangerous to go to the airport or to leave through a check point at the border of a neighbouring 
country. Will you seek the help of a smuggler?

2. As you are heading for the border, the van you are travelling in is stopped by heavily armed 
soldiers. They ask your names and where you are going. Do you lie to them?

3. You have been on the road for four days. The food you took with you has gone. Your children are 
hungry and are crying. You have had to make so many changes in direction to avoid soldiers that 
you don’t know how long it will be before you reach your destination. You come across an isolated 
house. There is no one in sight. You look through the window and see a loaf of bread on the table 
and some tins of food on the shelves. The door is unlocked. Do you take the food?

4. You finally make it to the neighbouring country by walking through the mountains at night. When 
you get to the town on the other side of the order, you encounter a man who is very suspicious 
about your family and says he will report you to the authorities. Do you offer him money not to  
do this?

5. Eventually you make it to a UNHCR office and an official is asking questions about the reasons you 
fled. Some of the questions are about your family. You have a brother back home who you know is 
in danger. You are scared that anything you say about him might increase his risk. Do you hide the 
fact you have a brother?

Ask the class how many people said ‘yes’ to every question. To 4 questions? To 3 questions? Etc.

Point out that those who said yes were admitting that they were breaking many laws: engaging 
smugglers, illegally leaving their country, lying to authorities, stealing, paying bribes etc.

Discuss whether the circumstances make this legitimate.

Point out that many refugees have had to use survival strategies like these for lengthy periods 
(sometimes years) in order to survive. Ask the question: will this have an impact on the way they 
relate to people and the things they tell people when they arrive in Australia? What are the lessons 
from this?
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Brainstorming

Either in small groups or as the whole class, ask participants to fill in two columns – one a list of 
practical needs that new entrants have the other a list of their emotional needs.

Brainstorming

Draw the participant’s attention to the list of myths and facts in Part 3 of the Participant’s Handbook.

Ask participants:

• whether they are familiar with the myths and knew any of the facts

• what other myths are prevalent/common

• if knowing what they do now, they can debunk some of these myths.

Additional Resources and Reference Material

UNHCR Handbooks:

UNHCR Resettlement Handbook: www.unhcr.org/cgi-bin/texis/vtx/search?page=search&docid=46f7
c0ee2&query=resettlement%20handbook

UNHCR Handbook on the Resettlement and Integration of Resettled Refugees: www.unhcr.
org/3d985c8d6.html

Useful websites:

United Nations High Commissioner for Refugees: www.unhcr.org

United Nations High Commissioner for Human Rights: www.ohchr.org

Human Rights Watch: www.hrw.org

Amnesty International: www.amnesty.org

US Committee for Refugees: www.refugees.org

Australian Human Rights Information Centre: www.ahrcentre.org

www.unhcr.org/cgi-bin/texis/vtx/search?page=search&docid=46f7c0ee2&query=resettlement%20handbook
www.unhcr.org/cgi-bin/texis/vtx/search?page=search&docid=46f7c0ee2&query=resettlement%20handbook
www.unhcr.org/3d985c8d6.html
www.unhcr.org/3d985c8d6.html
www.unhcr.org
www.ohchr.org
www.hrw.org
www.amnesty.org
www.refugees.org
www.ahrcentre.org
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Simulations:

Against All Odds: an online game developed by UNHCR which lets people experience what it is like to 
be a refugee. www.playagainstallodds.ca

Refugee Realities: a simulation event developed by Oxfam Australia that gets participants to step into 
the shoes of someone who has been forced to flee their home. www.oxfam.org.au/refugee

A Refugee Camp in the Heart of a City: project developed by Medicins San Frontiers that enables 
people to experience life in a refugee camp. www.refugeecamp.org

Road to Refuge: Interactive games and school kits. http://www.roadtorefuge.com/

Additional Activities:

Asylum Seekers and Refugees: Educational Resource. Available from the Edmund Rice Centre: www.
erc.org.au/refugee_education_resource

Australian Humanitarian Program:

Department of Home Affairs: www.homeaffairs.gov.au

Australia’s Refugee and Humanitarian Program: Community views on current challenges and future 
directions. Refugee Council of Australia. Produced annually. www.refugeecouncil.org.au

Australia’s Humanitarian Program: a quick guide to the statistics since 1947. Janet Phillips. 
Parliamentary Library Research Paper. Commonwealth of Australia. January 2017. www.apo.org.au

Settlement:

Department of Social Services: www.dss.gov.au

Settlement Council of Australia: www.scoa.org.au

Refugee Council of Australia: www.refugeecouncil.org.au

Multicultural Youth Advocacy Network: www.myan.org.au

M Piper, M Khakbaz and S-L Quek. Perspectives of Settlement: Views of young people from refugee 
backgrounds. University of Sydney, Multicultural Development Association and Centre for Multicultural 
Youth. 2013.

www.playagainstallodds.ca
www.oxfam.org.au/refugee
www.refugeecamp.org
http://www.roadtorefuge.com/
www.erc.org.au/refugee_education_resource
www.erc.org.au/refugee_education_resource
www.homeaffairs.gov.au
www.refugeecouncil.org.au
www.apo.org.au
www.dss.gov.au
www.scoa.org.au
www.refugeecouncil.org.au
www.myan.org.au
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S Khoo and P McDonald. Indicators of immigrant settlement for Australia. Australian Centre for 
Population Research, Australian National University. 2001.

Settlement Outcomes of New Arrivals: report of findings: Study for the (then) Department of 
Immigration and Citizenship. Australian Survey Research. April 2011. www.dss.gov.au/our-
responsibilities/settlement-and-multicultural-affairs/publications/settlement-outcomes-of-new-
arrivals

Historical Information:

Immigration Timeline. Melbourne Immigration Museum. http://museumvictoria.com.au/
discoverycentre/websites-mini/immigration-timeline/

The Migration Museum.www.history.sa.gov.au

Trainer’s Guides

Trainer’s Guide for CHCSET001: Work with Forced Migrants

Trainer’s Guide for CHCSET002: Bicultural Work with Refugees

Trainer’s Guide for CHCYTH001: Engage Respectfully with Young People from Refugee Backgrounds

These guides and the complementary participant handbooks can be found at:

http://www.navitas-english.com.au/settlement-programs/refugee-training-resources/

Films and YouTube Clips:

Australian Story: A Field of Dreams: (about the relocation of refugees to Mingoola) www.abc.net.au

Australian Story: Shooting for the Stars (about Sudanese born Mayor Chagai’s work with 
young people from refugee backgrounds): http://iview.abc.net.au/programs/australian-story/
NC1701Q020S00

Deng Thiak Adut Unlimited – YouTube: www.youtube.com/watch?v=buA3tsGnp2s

Constance on the Edge: www.constanceontheedge.com

Mary Meets Mohammad: www.marymeetsmohammad.com

Rethink Refugees – Najeeba’s Story YouTube: www.youtube.com/watch?v=OpCJZ4pIbg8

www.dss.gov.au/our-responsibilities/settlement-and-multicultural-affairs/publications/settlement-outcomes-of-new-arrivals
www.dss.gov.au/our-responsibilities/settlement-and-multicultural-affairs/publications/settlement-outcomes-of-new-arrivals
www.dss.gov.au/our-responsibilities/settlement-and-multicultural-affairs/publications/settlement-outcomes-of-new-arrivals
http://museumvictoria.com.au/discoverycentre/websites-mini/immigration-timeline/
http://museumvictoria.com.au/discoverycentre/websites-mini/immigration-timeline/
www.history.sa.gov.au
http://www.navitas-english.com.au/settlement-programs/refugee-training-resources/
www.abc.net.au
http://iview.abc.net.au/programs/australian-story/NC1701Q020S00
http://iview.abc.net.au/programs/australian-story/NC1701Q020S00
www.youtube.com/watch?v=buA3tsGnp2s
www.constanceontheedge.com
www.marymeetsmohammad.com
www.youtube.com/watch?v=OpCJZ4pIbg8
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The most shocking second a day: www.youtube.com/watch?v=RBQ-IoHfimQ

Still the most shocking second a day: www.youtube.com/watch?v=nKDgFCojiT8

Za’atari: Thoughts from a refugee camp: www.youtube.com/watch?v=n2178SPJCKw

Aida and Majeeda: Thoughts from the Azraq Refugee Camp: www.youtube.com/watch?v=8WSagdz-
0Ac

The Extraordinary Story of Hussam: Teenager, Writer, and Syrian Refugee:

www.youtube.com/watch?v=CDaPg3q7br4

Syria’s war: Who is fighting and why: www.youtube.com/watch?v=NKb9GVU8bHE

The European Refugee Crisis and Syria Explained: www.youtube.com/watch?v=RvOnXh3NN9w

What they took with them: www.youtube.com/watch?v=xS-Q2sgNjl8

Exit Syria: An interactive documentary that follows the goings on in Za’atari Refugee camp in Jordan 
where many thousands of Syrian refugees reside. www.sbs.com.au/exitsyria/#/

Detention Centre: An interactive documentary telling stories from Australia’s detention system  
www.sbs.com.au/detentioncentre/

Calling Australia Home: links to stories (and film clips) of 9 refugees living in Australia: www.abc.net.
au/news/2012-06-22/refugee-week-profiles-/4036618

Biography and Novels:

Songs of War, Deng Thiak Adut

Shining: the Story of a Lucky Man, Abdi Aden with Robert Hillman

Good Muslim Boy, Osamah Sami

We Are Here, Cat Thao Nguyen

Pictures in My Heart, Fiona Hamilton

Boy Overboard, Morris Gleitzman

Walk in My Shoes, Alwyn Evans

Jumping to Heaven, Katherine Goode

www.youtube.com/watch?v=RBQ-IoHfimQ
www.youtube.com/watch?v=nKDgFCojiT8
www.youtube.com/watch?v=n2178SPJCKw
www.youtube.com/watch?v=8WSagdz-0Ac
www.youtube.com/watch?v=8WSagdz-0Ac
www.youtube.com/watch?v=CDaPg3q7br4
www.youtube.com/watch?v=NKb9GVU8bHE
www.youtube.com/watch?v=RvOnXh3NN9w
www.youtube.com/watch?v=xS-Q2sgNjl8
www.sbs.com.au/exitsyria/#/
www.sbs.com.au/detentioncentre/
www.abc.net.au/news/2012-06-22/refugee-week-profiles-/4036618
www.abc.net.au/news/2012-06-22/refugee-week-profiles-/4036618
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TABLE 2: COMPETENCIES RELEVANT TO SESSION 2

CHCSET001 - KE Drivers and issues associated with migration and forced migration, including:

• what migration is and what forms it takes

• causes and impacts of forced migration

• knowledge of the international protection regime

• Australia’s response to forced migration

• immigration processes, including how and why people selected to come to Australia

• meaning of various visa subclasses

• the profile of the current humanitarian program entrants, their experience and the impact of this on 
their settlement needs

CHCSET001 - KE Refugee experience and recognising effects of grief, loss, stress, torture and trauma

CHCSET001 - KE Settlement process, practices and policies in Australia, including:

• current and historical context of work in this sector

• social, political and economic context in which the sector operates

• what is settlement: current theories, phases and indicators

• practical and emotional settlement needs of new migrants

• services available to new migrants and how these services can be accessed

• settlement plans and how they are developed

• government service principles

CHCSET001 – KE Service delivery frameworks

CHCDIV001 – KE Own culture and the community attitudes, language, policies and structures of that 
culture and how they impact on different people and groups
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Session 3: Working with refugees

TABLE 2 (continued)

CHCDIV001 – KE Features of diversity in Australia and how this impacts different areas of work and 
life:

• political

• social

• economic

• cultural

Session 3 is about using the knowledge 
about refugees from Session 2 and applying 
it in a way that supports refugees to be able 
to operate competently and confidently in 
the Australian environment and not become 
dependent on the support of others.

Competencies Relevant to Session 3

The competencies relevant to this Session are 
listed in Table 3 which can be found at the end of 
this section of the Guide.

As previously mentioned, the important thing 
for you to do is to familarise yourself with the 
competencies in the table and think about how 
you can weave these into what takes place during 
Session 3.

Topics

It is recommended that you cover the following 
topics in Session 3:

1. Key Objectives When Working With 
Refugees

It should be stressed that all work with 
refugees should focus on capacity building and 
empowerment.

2. What is a Strengths Based Approach?

Outline key elements of strengths based approach 
and, using scenarios, examine how to apply the 
principles for teaching life skills.

3. Interacting with Refugees

This should cover:

• building trust

• respectful engagement

• the use of interpreters

• maintaining privacy.
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4. Migration Advice

It is very easy for volunteers to inadvertently say 
things that might constitute migration advice, 
especially when working with asylum seekers. The 
point should be stressed that the law says that 
the only people who can give migration advice in 
Australia are Registered Migration Agents and it is 
illegal for anyone else to give advice.

Background Information

Background information for this Session  
can be found in Topic 5 of the  
Participant’s Workbook.

Classroom Activities

The following are provided as suggestions only. 
You are free to use them, modify them or create 
your own activities.

Brainstorm

Brainstorm the topic ‘first impressions’ with the class. The following might be useful questions to 
guide the discussion:

• Can you describe a professional encounter that began with you feeling welcome and valued?

• What did the person do that made you feel this way?

• Can you describe a professional encounter that did not begin well?

• What caused you to feel this way?

Record the ways in which they were greeted in two columns – positive and negative. Then explore 
the following:

• If you were a person from a refugee background, which of these do you feel would apply? Why?

• Do we need to modify the way we greet a new client if they are from a refugee background?

• If so, how and why?
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Simulation

One of the main challenges confronting many refugees when they first arrive is communicating – both 
understanding what’s going on around them and getting their views across.

This simulation is dependent on having someone (you or one of the participants) who is fluent in a 
language other than English.

This person will be the ‘instructor’. Call this person to one side and explain that their role is to teach 
the students to use a microwave oven (or other appliance), using only the foreign language with 
minimal hand gestures and no diagrams or other props.

Select one or more members of the class to be the ‘student(s)’. The student(s) should not be able to 
understand the language used by the instructor.

Ask the instructor to begin teaching the student(s).

At a suitable time (and before tempers get too heated), call things to a halt.

Ask the instructor and the student(s) how they felt.

Ask the rest of the group what they observed.

Draw out lessons from this about what it means to not be able to communicate freely (for both the 
entrant and the helper).

Simulation

If you have two people in the class who both speak the same language other than English, you can 
set up a simulation of a session in which an interpreter is being used to facilitate communication 
between a volunteer who has been tasked with explaining something (e.g. good places to shop 
locally, how to separate rubbish) to a newly arrived refugee.

Make sure you are familiar with the guidance about using interpreters in Topic 2 of the Participant’s 
Handbook and highlight the important lessons.
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Discussion

Faith (or the absence of faith) is often an important part of a person’s identity. Use the following 
questions to initiate discussion about supporting people from a different faith community:

1. What does your faith mean to you?

2. In times of stress, is your faith important to you?

3. If you are a person of faith, how do you feel when you are separated from members of your faith 
community?

4. How much experience have you had interacting with people from different faith communities?

5. How much do you know about Buddhism / Islam / Hinduism / Christianity?

6. How important do you think connecting with a faith community is to refugees and why?

7. What can/should you do when you discover you will be supporting someone from a faith 
community about which you know very little? Why is this important?
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Research

Explain to the participants that they need to plan for their first meeting with Zahra, a 20 year-old 
Hazara woman who has recently arrived in Australia from Pakistan on a 204 subclass visa with her  
1 year old son.

If the participants have access to the internet, ask them to work in groups to find out as many 
relevant things they can about Zahra. Then call the class together and ask them to reveal where they 
looked for information, what they discovered and how they would use this information.

If they do not have individual internet access, do the above as a class activity.

It is relevant to note that the things that will help you to build a picture of Zahra’s background and 
possible needs include:

• her ethnicity

• her religion (which is linked to her ethnicity)

• role of women in Hazara society

• what it means to be a Hazara woman without male support

• the language(s) that she speaks

• the visa subclass under which she entered

• experiences of Hazaras in their country of origin

• experiences of Hazaras in Pakistan

• culturally appropriate and respectful interaction with a Hazara woman

• Hazara support agencies in your local area.

Ask the participants to suggest the things they might consider when planning a strengths-based 
approach to support Zahra.
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Reflection

Use the same person mentioned above for this exercise: Zahra, a 20 year-old Hazara woman who 
has recently arrived in Australia from Pakistan on a 204 subclass visa with her 1 year old son.

If the previous exercise was done, you can follow on directly with this. If it was not, provide some of 
the core facts about Zahra:

• As she has come on a 204 subclass visa (Refugee Woman at Risk), we can conclude that she has 
had some very traumatic experiences prior to arrival in Australia.

• She comes from a minority religious (Shiite Islam) and ethnic group (Hazara) that is being 
persecuted by the Taliban and was also targeted by previous regimes in Afghanistan.

• As a lone woman, she would have had a very difficult time in Pakistan.

• She will have had very little experience dealing with men to whom she is not related.

• There is no husband with her but she has a child. You do not know whether her husband has been 
killed, is missing presumed dead or the child was conceived as a result of rape.

As the participants to think about themselves in terms of their age, gender, religion, ethnicity etc. 
Which of these are likely to help them to establish a supportive relationship with Zahra and which 
might get in the way?

You might like to use yourself to help them to begin thinking:

• If you are a man, Zahra would be very uneasy with you and it would be inappropriate to seek to 
engage with her without a woman present.

• If you are an older woman, Zahra might see you as a mother or grandmother and be drawn to you.

• If you are a practicing Christian and wear a cross, will this affect the way Zahra views you and you 
think about Zahra?



44  

CHC14015 Refugee Resettlement - Trainer’s Guide 

Section 3: Face-To-Face Sessions (continued)

Additional Resources and Reference Material

DSS Community Profiles:

The Department of Social Services (DSS) has developed Community Profiles to assist service 
providers to gain a better understanding of the backgrounds and needs of Humanitarian Program 
arrivals. The Profiles contain information on key settlement locations, demographic characteristics 
of recent arrivals, likely settlement needs and cultural and country backgrounds. Development of the 
Community Profiles series is ongoing and further communities will be added in the future. Profiles 
currently available give information about entrants from:

Afghanistan

Bhutan  

Burma/Myanmar

Democratic Republic of Congo

Eritrea

Ethiopia

Liberia

Sierra Leone

South Sudan

Togo

Uzbekistan

Go to www.dss.gov.au/our-responsibilities/settlement-services/community-profiles to download 
Word or PDF versions.

Trainer’s Guides

Trainer’s Guide for CHCSET001: Work with Forced Migrants

Trainer’s Guide for CHCSET002: Bicultural Work with Refugees

Trainer’s Guide for CHCYTH001: Engage Respectfully with Young People from Refugee Backgrounds

These guides and the complementary participant handbooks can be found at:

http://www.navitas-english.com.au/settlement-programs/refugee-training-resources/

www.dss.gov.au/our-responsibilities/settlement-services/community-profiles
http://www.navitas-english.com.au/settlement-programs/refugee-training-resources/
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In addition, the Forced Migration Research Network at the University of NSW have developed 
materials aimed at helping newly arrived refugees understand their rights and responsibilities in NSW.

Human Rights in Australia: An Introduction for Newly Arrived Refugee Families. This and other 
materials can be can be downloaded from www.arts.unsw.edu.au/research/forced-migration-
research-network/resources

YouTube

DHA and DSS have their own channels on the popular video sharing website YouTube which feature 
stories and reports about various aspects of the immigration story. Go to www.youtube.com/ImmiTV 
and www.youtube.com/userfahcsia

New Beginnings: Supporting New Arrivals on their Settlement Journey. DSS. www.dss.gov.au/sites/
default/files/documents/01_2014/new_beginnings_access.pdf

Empowering Refugees – A Good Practice Guide to Humanitarian Settlement. DIAC (now DSS). 
www.dss.gov.au/our-responsibilities/settlement-and-multicultural-affairs/publications/empowering-
refugees-a-good-practice-guide-to-humanitarian-settlement

TABLE 3: COMPETENCIES RELEVANT TO SESSION 3

CHCSET001 - 1.1 Consider cultural sensitivities in communication techniques and adapt style and 
language to accommodate different cultural values and practices

CHCSET001 - 1.2 Identify how one’s own ethnicity, religion, class and gender will affect interactions 
with clients and modify approach appropriately

CHCSET001 - 2.3 Develop and maintain links with workers with complementary roles in the provision 
of settlement services

CHCSET001 - 3.2 Discuss and provide information regarding the range of services available in Australia 
and the importance of using these services

CHCSET001 - 3.3 Take into account the culture, religion, gender and experiences of the person in all 
actions and decisions

CHCSET001 – KE The importance of identity, including recognising the significance of giving clients a 
chance to define themselves according to either their ethnicity or their current circumstances

www.arts.unsw.edu.au/research/forced-migration-research-network/resources
www.arts.unsw.edu.au/research/forced-migration-research-network/resources
www.youtube.com/ImmiTV and www.youtube.com/userfahcsia
www.youtube.com/ImmiTV and www.youtube.com/userfahcsia
www.dss.gov.au/sites/default/files/documents/01_2014/new_beginnings_access.pdf
www.dss.gov.au/sites/default/files/documents/01_2014/new_beginnings_access.pdf
www.dss.gov.au/our-responsibilities/settlement-and-multicultural-affairs/publications/empowering-refugees-a-good-practice-guide-to-humanitarian-settlement
www.dss.gov.au/our-responsibilities/settlement-and-multicultural-affairs/publications/empowering-refugees-a-good-practice-guide-to-humanitarian-settlement
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TABLE 3(continued)

CHCSET001 – KE International and Australian perspectives on gender, class, culture and religion

CHCDIV001 - 3.1 Show respect for diversity in communication with all people

CHCDIV001 - 3.2 Use verbal and non-verbal communication constructively to establish, develop  
and maintain effective relationships, mutual trust and confidence

CHCDIV001 - 3.3 Where a language barrier exists, use effective strategies to communicate in the 
most efficient way possible

CHCDIV001 - 4.1 Identify issues that may cause communication misunderstandings or  
other difficulties

CHCDIV001 - 4.2 Where difficulties or misunderstandings occur, consider the impact of social and 
cultural diversity

CHCDIV001 - KE Concepts of cultural awareness, cultural safety and cultural competence and how 
these impact different work roles

CHCDIV001 - KE Consideration of impacts of discrimination, trauma, exclusion and negative attitudes

CHCDIV001 - KE Resources that support individuals and organisations to embrace and respond  
to diversity

CHCDIV001 - KE Impact of diversity practices and experiences on personal behaviour, interpersonal 
relationships, perception and social expectations of others

CHCSET001 - 1.1 Consider cultural sensitivities in communication techniques and adapt style and 
language to accommodate different cultural values and practices
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Session 4: Vulnerability and the 

impact of trauma

Session 4 provides an opportunity to explore 
vulnerability, highlighting in particular groups 
who are confronting issues that add to their 
vulnerability. The discussion should take 
place not just in the context of identifying 
vulnerabilities but also considering ways the 
volunteers can support these people.

The other important issue that should be 
considered in Session 4 is the impact of 
trauma, both in the context of the people 
the volunteers will be supporting and also 
how it manifests in those working with 
traumatised people. Self care strategies and 
an awareness of how to assist others is an 
essential skill when working with refugees 
and asylum seekers.

Competencies Relevant to Session 4

The competencies relevant to this Session are 
listed in Table 4 which can be found at the end of 
this section of the Guide.

As previously mentioned, the important thing 
for you to do is to familarise yourself with the 
competencies in the table and think about how 
you can weave these into what takes place during 
Session 4.

Topics

It is recommended that you cover the following 
topics in Session 4:

1. Vulnerable Groups

Examine which groups are especially vulnerable 
and why.

Discuss ways of interacting with and supporting 
vulnerable refugees and asylum seekers.

2. Trauma

Focus on how trauma effects refugees, how to 
recognise trauma, how to work with traumatised 
individuals and the services available for trauma 
survivors.

3. Boundaries

Introduce the concept of the under-over 
involvement continuum and encourage  
participants to reflect on how to maintain a  
healthy level of engagement.

4. Vicarious Trauma

Explain what vicarious trauma is and how to 
recognise it in oneself and others.

Facilitate a discussion about self care and ways to 
support other people who have been traumatised 
by working with refugees and asylum seekers.

5. Recap and Evaluation

Ensure you leave some time for participants 
to reflect on the course and to undertake any 
necessary evaluation.
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Classroom Activities

The following are provided as suggestions only. 
You are free to use them, modify them or create 
your own activities.

Background Information

Background information for this Session can 
be found in Topic 6, plus sections of Topics 2 
and 7 of the Participant’s Workbook.

Small Group Discussion

Ask the participants to work in small groups to come up with a list of behaviours or signs that might 
suggest a person has been traumatised by his or her refugee experience.

Bring the class back together and record the suggestions.

Discuss who in the person’s life might be able to assist them – noting potential roles for family, 
friends, teachers, settlement workers etc. but also highlighting the importance of professional 
intervention.

Guest Speaker

Invite a guest speaker from the torture and trauma counselling service that operates in your area (see 
www.fasstt.org.au for a list of services).

Ask the guest to talk both about the impact of trauma on refugee and asylum seekers and about 
managing vicarious trauma.

Provide Details of Complementary Training

Most of the torture and trauma counselling services run courses for Accidental Counsellors, in other 
words, people who encounter traumatised individuals in the course of their paid or volunteer work 
and want to know how best to deal with situations where the person is disclosing traumatic details, 
very distressed etc.

Find out details of courses in your local area by contacting the torture and trauma counselling service 
that operates in your area (see www.fasstt.org.au) and if something is available, let the participants 
know and encourage them to attend.

www.fasstt.org.au
www.fasstt.org.au


49  

CHC14015 Refugee Resettlement - Trainer’s Guide 

Section 3: Face-To-Face Sessions (continued)

Reflection

Take the participants through the reflection exercise, beginning by asking them to close their eyes,  
sit quietly and reflect on the following:

Think of a time when you were very scared.

Try to remember what was happening to your body at that time.

Were you able to think clearly?

Were the things you did/said the best in the circumstances?

Did you do or say things that were not how you would normally have behaved?

What helped you to feel safe again?

Ask participants to volunteer any insights they gained from the reflection, focusing in particular on 
how fear can make a person do or say uncharacteristic things and act in a way that is not necessarily 
easy for others to understand and also on the things that helped them resolve their fears.

Be alert to any participants who might have been affected by this exercise. Check in with them 
before they leave and/or schedule a short break so you can ask whether they are OK and ‘bring  
them back to the present’.

Brainstorm

Working with asylum seekers is more complex than working with refugees. It is important that 
volunteers understand the differences.

Begin by asking participants to explain the differences between refugees and asylum seekers.

Then:

• on a white board or butcher’s paper, write two headings: ‘refugees’ and ‘asylum seekers’

• ask participants to indicate things they can say/do when supporting a refugee that they cannot do 
when supporting an asylum seeker – and record the responses.

Use the responses to explore the issues that come up.
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Role Play

Divide the class into five groups. Explain that each group will be responsible for choosing a member 
of their group to participate in a role play and that the group as a whole should help that person 
prepare for their role.

The role play will involve a family sitting around their dinner table. They come from Hera, a 
conservative country in South Asia, and have been in Australia for 6 months.

The members of the family are:

• the father who is 40 years old and who was an engineer in his own country. Despite trying hard, he 
has been unable to find employment

• the mother who was a nurse in her country. She now works as a cleaner in a nursing home, a job 
that involves long hours and shift work

• the 16 year old daughter who has just been asked to go to her first party

• the 10 year old son who is desperate to get a PlayStation like his friends

• the grandfather who is 65 and spends most of his day at home because his English is poor and he 
is afraid to go out.

Assign each group one of these roles.

After the groups have had some time to discuss the issues that would be most important for their 
character, ask the ‘family members’ to come to the table and begin their dinner table conversation.

At an appropriate time, stop the activity and initiate a discussion about what happened and why.
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Additional Resources and Reference Material

Good Practice Principles: Guide for Working with Refugee Young People. Victorian State Planning 
Committee. www.dss.gov.au/our-responsibilities/settlement-and-multicultural-affairs/publications/
good-practice-principles-guide-for-working-with-refugee-young-people

Rebuilding Shattered Lives. Foundation House. 19989

Family Men Don’t Do Violence. Spectrum Victoria. Downloadable TV advertisement

Working with Refugees: A Manual for Caseworkers and Volunteers. Dr Geraldine Duncan and Maddy 
Shepherd. Rural Clinical School. Faculty of Medicine. UNSW, Wagga Wagga Campus. 2010.

TABLE 4: COMPETENCIES RELEVANT TO SESSION 4

CHCSET001 - KE Post traumatic stress disorder

CHCSET001 - KE The impact of migration on the family and the impact of change roles within the family

CHCSET001 - KE The importance of identity, including recognising the significance of giving clients a 
chance to define themselves according to either their ethnicity or their current circumstances

CHCSET001 - KE Availability of resources and assistance within, and external to, the organisation, 
including relevant referral networks and how to access their services

CHCSET001 - KE Strategies for the worker to maintain their own well being and to support the well 
being of colleagues and clients

CHCSET001 - 4.3 Monitor stress and emotions of self and colleagues and implement strategies to 
maintain wellbeing

CHCDIV001- KE Concepts of cultural awareness, cultural safety and cultural competence and how 
these impact different work roles

CHCDIV001- KE Potential needs of marginalised groups, including:

• protective factors

• physical, mental and emotional health issues/care needs

CHCDIV001- KE Consideration of impacts of discrimination, trauma, exclusion and negative attitudes

9. The Victorian Foundation for Survivors of Torture (Foundation House) publications and resources are available on their website 
www.foundationhouse.org.au for free download, however these materials can only be presented or reproduced with prior written 
permission. For more information, please contact the Victorian Foundation for Survivors of Torture info@foundationhouse.org.au.

www.dss.gov.au/our-responsibilities/settlement-and-multicultural-affairs/publications/good-practice-principles-guide-for-working-with-refugee-young-people
www.dss.gov.au/our-responsibilities/settlement-and-multicultural-affairs/publications/good-practice-principles-guide-for-working-with-refugee-young-people
www.foundationhouse.org.au
info@foundationhouse.org.au
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4.1 Overview

One of the features of the clustered approach 
to the delivery of this version of CHC14015: 
Certificate 1 in Active Volunteering (with Refugees) 
is that instead of assessing each of the five units 
separately, the competencies from all five units are 
embedded within a single set of assessment tools.

Assessment of this version of CHC14015: 
Certificate 1 in Active Volunteering (with Refugees) 
is done by using four complementary assessment 
tools:

1. Written assessment tasks completed  
by participants.

2. A checklist completed by the Assessor when 
observing participants in the classroom.

3. A checklist completed by the Assessor when 
observing participants in the workplace.

4. A self-assessment checklist completed by 
participants and signed off by their Supervisor 
before being reviewed by the Assessor.

The Validation Matrix in Section 3 of the 
Assessment Guide shows how each of the 
required competencies is covered by these  
four tools.

Note: If you are not a qualified Assessor 
discuss the following process with your RTO 
to ensure an Assessor is involved by the time 
the training begins.

4.2 Preparatory Work

In order to carry out the assessments, Assessors 
need to do the following preparation prior to the 
commencement of the course or as soon after this 
as possible:

1. Ensure each participant has a volunteer 
placement. If they have not already arranged 
this, you might need to assist them.

2. Contact the organisation with which the 
participant is volunteering and:

• explain that their volunteer is enrolled in 
CHC14015: Certificate 1 in Active Volunteering

• provide details of the competencies covered in 
this course

• establish that there is a suitable person within 
the organisation who is able to act as the 
participant’s Supervisor

• explain what is expected of the Supervisor (see 
Section 2)

• arrange a time to observe the participant in the 
workplace.

3. Familarise yourself with the assessment tools, 
in particular the Classroom Checklist which you 
will need to be thinking about in each of the 
face-to-face sessions.



53  

CHC14015 Refugee Resettlement - Trainer’s Guide 

Section 4: Assessment (continued)

4.3 Briefing Participants about 

Assessment

In the first face-to-face session, it is important 
to explain how the participants will be assessed. 
Included in this briefing should be guidance about:

• when and how they should submit their written 
assessment tasks

• how they will be assessed during their volunteer 
placement

• the fact that they are being assessed on their 
participation during the face-to-face sessions

• the requirement that they complete the 
Participant’s Checklist, get their Supervisor  
to sign this and then submit it.

At this time, participants who might face 
impediments to completing the assessment tasks 
should be encouraged to see you so that you can 
discuss alternative methods of assessment (using 
the Principle of Reasonable Adjustment). Should 
modified assessment be required, care should 
be taken to ensure that all competencies are still 
covered. The Validation Matrix in Section 3 of the 
Assessment Guide can assist with this process.

4.4 About the Assessment Tools

1. Written Assessment Tasks:

Participants are required to complete and submit 
written assessment tasks that are included after 
each topic in the Participant’s Workbook.

It is up to you or the RTO to determine when 
assessment tasks should be submitted. The 
following table is presented as a guide. It was 
developed on the basis that it is desirable to 
space the assessment tasks out over the duration 
of the course rather than requiring participants to 
complete all of the tasks at one time.

Assessment Tasks
Recommended 

Submission Date

Topic 1 and Topic 2
Second face-to- 
face session

Topic 3 and Topic 4
Third face-to- 
face session

Topic 5 and Topic 8
Fourth face-to- 
face session

Topic 6 and Topic 7
After the face-to-
face sessions (date 
to be determined)

Note:

• The recommended order for submission is not 
all sequential.

• If the sessions are combined, a revised 
submission schedule will need to be developed.
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2. Classroom Checklist

Complementing the Checklist used to observe 
participants in the workplace is a Checklist used 
to record observations of competencies observed 
in the classroom setting.

This requires you to pay attention to the way  
each participant:

• participates in classroom discussions

• responds to questions

• interacts with other participants

• engages with you

• comments on issues that come up in classroom 
exercises and simulations

• engages in any other relevant activity.

The Checklist and guidance about its 
administration can be found in Section 6 of the 
Assessment Guide.

3. Workplace Checklist

The second method of assessment involves 
observing each participant in the workplace while 
they are volunteering and completing a Checklist. 
You will find this Checklist and further guidance 
about using in Section 5 of the Assessment Guide.

Ideally the assessment is undertaken towards 
the end of the course so that you can see the 
participant applying learnt skills and knowledge.

You will need to liaise with each participant and 
their Workplace Supervisor to find a suitable time 
for you to observe the participant working with 
refugee or asylum seekers and engaging with 
fellow volunteers and/or staff.

It is important to ensure you are very familiar with 
the checklist before you commence observation.

4. Participant’s Checklist

At the completion of their mandatory 20 hours of 
volunteering, participants are required to complete 
a checklist that guides them to reflect on their 
skills. They are also required to have this signed 
off by the person who was their Supervisor in  
the workplace.

This checklist and further instructions about its 
use can be found in Section 7 of the Assessment 
Guide.

4.5 Assessment Conditions

Assessors must satisfy the NVR/AQTF mandatory 
competency requirements for assessors.

4.6 Assessment Appeals Process

If participants wish to have their assessment 
results reviewed, they may request this through 
you immediately after they have participated in the 
assessment task. You will need to ask the course 
coordinator to arrange a reassessment of the 
participant’s work. Any unresolved disputes may 
be referred to the relevant RTO Manager.
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Performance Evidence and Knowledge Evidence

The following tables show the elements, performance criteria, knowledge and skills a candidate must 
demonstrate with competence in order to be deemed to have successfully completed this course.

CORE UNIT 1: CHCDIV001 Work with diverse people

Element Peformance Criteria

1. Reflect on own 
perspectives.

1.1 Identify and reflect on own social and cultural perspectives  
and biases.

1.2 Work with awareness of own limitations in self and social awareness.

1.3 Use reflection to support own ability to work inclusively and with 
understanding of others.

1.4 Identify and act on ways to improve own self and social awareness.

2. Appreciate diversity  
and inclusiveness, and 
their benefits.

2.1 Value and respect diversity and inclusiveness across all areas  
of work.

2.2 Contribute to the development of work place and professional 
relationships based on appreciation of diversity and inclusiveness.

2.3 Use work practices that make environments safe for all.

3. Communicate with 
people from  
diverse backgrounds 
and situations.

3.1 Show respect for diversity in communication with all people.

3.2 Use verbal and non-verbal communication constructively to 
establish, develop and maintain effective relationships, mutual  
trust and confidence.

3.3 Where a language barrier exists, use effective strategies to 
communicate in the most efficient way possible.

3.4 Seek assistance from interpreters or other persons according to 
communication needs.
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Knowledge Evidence (continued)

Element Peformance Criteria

4. Promote understanding 
across diverse groups.

4.1 Identify issues that may cause communication misunderstandings or 
other difficulties.

4.2 Where difficulties or misunderstandings occur, consider the impact 
of social and cultural diversity.

4.3 Make an effort to sensitively resolve differences, taking account of 
diversity considerations.

4.4 Address any difficulties with appropriate people and seek assistance 
when required.

Perfomance Evidence

The candidate must show evidence of the ability to complete tasks outlined in elements and performance 
criteria of this unit, manage tasks and manage contingencies in the context of the job role. There must be 
evidence that the candidate has:

• undertaken a structured process to reflect on own perspectives on diversity

• recognised and respected the needs of people from diverse social and cultural backgrounds in at 
least 3 different situations

• selected and used appropriate verbal and non verbal communication

• recognised situations where misunderstandings may arise from diversity and formed  
appropriate responses.

Knowledge Evidence

Concepts of cultural awareness, cultural safety and cultural competence and how these impact different 
work roles.

Concepts and definitions of diversity.

Own culture and the community attitudes, language, policies and structures of that culture and how 
they impact on different people and groups.
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Knowledge Evidence (continued)

Knowledge Evidence

Features of diversity in Australia and how this impacts different areas of work and life:

• political

• social

• economic

• cultural

Legal and ethical considerations (international, national, state/territory, local) for working with diversity, 
how these impact individual workers, and the consequences of breaches:

• discrimination:

• age

• disability

• racial

• sex

Human rights:

• Universal declaration of human rights

• relationship between human needs and human rights

• frameworks, approaches and instruments used in the workplace

• rights and responsibilities of workers, employers and clients, including appropriate action when rights 
are being infringed or responsibilities not being carried out.
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Knowledge Evidence (continued)

Knowledge Evidence

Key areas of diversity and their characteristics, including:

• culture, race, ethnicity

• disability

• religious or spiritual beliefs

• gender, including transgender

• intersex

• generational

• sexual orientation/sexual identity - lesbian, gay, bisexual, heterosexual.

Key aspects, and the diversity, of Australia’s Aboriginal and/or Torres Strait Islander cultures, including:

• social, political and economic issues affecting Aboriginal and/or Torres Strait Islander people

• own culture, western systems and structures and how these impact on Aboriginal and/or Torres Strait 
Islander people and their engagement with services.

Potential needs of marginalised groups, including:

• protective factors

• physical, mental and emotional health issues/care needs.

Consideration of impacts of discrimination, trauma, exclusion and negative attitudes.

Resources that support individuals and organisations to embrace and respond to diversity.

Language and cultural interpreters.

Imagery

Influences and changing practices in Australia and their impact on the diverse communities that make 
up Australian society.

Impact of diversity practices and experiences on personal behaviour, interpersonal relationships, 
perception and social expectations of others.
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Knowledge Evidence (continued)

CORE UNIT 2: CHCVOL001 Be an effective volunteer

Element Performance Criteria

1. Prepare for volunteer 
work.

1.1 Identify the rights and responsibilities of the organisation and apply  
to work.

1.2 Identify the rights and responsibilities of the volunteer and apply  
to work.

1.3 Identify relevant policies and procedures and apply to work.

1.4 Identify the organisation’s structure, lines of communication and 
authority and boundaries of work roles that apply to own work.

1.5 Participate in required background checks in accordance with 
organisation and legislative requirements.

2. Work as a volunteer.

2.1 Manage and organise own time and work tasks.

2.2 Work as part of a team to meet organisation needs.

2.3 Maintain appropriate communication networks, processes and 
relationships between paid and unpaid staff in relation to  
volunteer work.

2.4 Identify and access available support structures as required.

2.5 Respond to problems and contingencies related to the workplace in 
accordance with role.

3. Check and complete 
work in consultation 
with supervisor.

3.1 Seek and receive feedback on own performance.

3.2 Request advice, assistance, clarification and further information  
as required.

3.3 Report any issues and/or unresolved problems to supervisor.

3.4 Complete relevant reports or workplace documentation as required.
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Knowledge Evidence (continued)

Performance Evidence

The candidate must show evidence of the ability to complete tasks outlined in elements and 
performance criteria of this unit, manage tasks and manage contingencies in the context of the job role. 
There must be evidence that the candidate has:

• volunteered as part of a team with paid and/or unpaid staff for a period of at least 20 hours in an 
organisation with a structured volunteer program.

Knowledge Evidence

Legal and ethical considerations for volunteer work and how these are applied in organisations, 
including:

• rights and responsibilities of volunteer, colleagues, organisation and customers and/or consumers

• privacy, confidentiality and disclosure

• mandatory reporting.

Volunteering as a choice and as being based on reciprocity.

How personal values and attitudes may impact on work as a volunteer.

The need for relevant background checks to be undertaken by the organisation.

Mandatory training requirements.

Organisation expectations of volunteers.

Personal motivations for volunteering.

Personal expectations to be gained from volunteer work.

The volunteering sector including the nature of volunteer work, the importance of volunteer work to the 
community and principles of volunteering.

Organisation structure, processes, policies and procedures.

Universal declaration on volunteering and current national volunteering codes and standards.
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Knowledge Evidence (continued)

CORE UNIT 3: HLTWHS001 Participate in workplace health and safety

Element Performance Criteria

1. Follow safe work 
practices.

1.1 Follow workplace policies and procedures for safe work practices.

1.2 Identify existing and potential hazards in the workplace, report  
them to designated persons, and record them according to 
workplace procedures.

1.3 Follow workplace emergency procedures.

2. Implement safe work 
practices.

2.1 Identify and implement WHS procedures and work instructions.

2.2 Identify and report incidents and injuries to designated persons 
according to workplace procedures.

2.3 Take actions to maintain safe housekeeping practices in own  
work area.

3. Contribute to safe 
work practices in the 
workplace.

3.1 Raise WHS issues with designated persons according to 
organisational procedures.

3.2 Participate in workplace safety meetings, inspections and 
consultative activities.

3.3 Contribute to the development and implementation of safe 
workplace policies and procedures in own work area.

4. Reflect on own safe 
work practices.

4.1 Identify ways to maintain currency of safe work practices in regards 
to workplace systems, equipment and processes in own work area.

4.2 Reflect on own levels of stress and fatigue, and report to designated 
persons according to workplace procedures.



62  

CHC14015 Refugee Resettlement - Trainer’s Guide 

Section 5: Elements, Performance Criteria, Performance Evidence and 
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The candidate must show evidence of the ability to complete tasks outlined in elements and 
performance criteria of this unit, manage tasks and manage contingencies in the context of the job role.

There must be demonstrated evidence that the candidate has completed the following tasks at least 
once in line with state/territory WHS regulations, relevant codes of practice and workplace procedures:

• contributed to a WHS meeting or inspection in workplace

• conducted a workplace risk assessment and recorded the results

• consistently applied workplace safety procedures in the day-to-day work activities required by the 
job role

• followed workplace procedures for reporting hazards

• followed workplace procedures for a simulated emergency situation.

Knowledge Evidence

State/territory legislation and how it impacts on workplace regulations, codes of practice and industry 
standards, including:

• state/territory WHS authorities

• rights and responsibilities of employers and workers, including duty of care

• hazardous manual tasks

• infection control

• safety signs and their meanings, including signs for:

• dangerous goods classifications

• emergency equipment

• personal protective equipment (PPE)

• specific hazards such as sharps, radiation.

Hazard identification, including:

• definition of a hazard

• common workplace hazards relevant to the industry setting

• workplace procedures for hazard identification.



63  

CHC14015 Refugee Resettlement - Trainer’s Guide 

Section 5: Elements, Performance Criteria, Performance Evidence and 
Knowledge Evidence (continued)

Knowledge Evidence

Workplace emergency procedures.

Workplace policies and procedures for WHS.

ELECTIVE UNIT 1: CHCSET001 Work with Forced Migrants

Element Performance Criteria

1. Develop a professional 
rapport with people who 
are forced migrants.

1.1 Consider cultural sensitivities in communication techniques and 
adapt style and language to accommodate different cultural values 
and practices.

1.2 Identify how one’s own ethnicity, religion, class and gender will affect 
interactions with clients and modify approach appropriately.

1.3 Identify the communication needs of clients who are newly arrived, 
traumatised and confused and modify approach appropriately.

1.4 Identify where an interpreter is needed and work to ensure that 
appropriate interpreter services are accessed.

2. Plan settlement 
services.

2.1 Identify current issues which may impact on own work  
or organisation.

2.2 Collect, discuss and use the views of key stakeholders and 
representatives from relevant target groups when determining 
service requirements.

2.3 Develop and maintain links with workers with complementary roles in 
the provision of settlement services.

2.4 Evaluate issues in relation to a person’s culture, family background 
and interest and modify plan appropriately.

2.5 Identifying specific needs of individuals and determine learning 
program requirements.

2.6 Document and agree plan with client and other relevant service 
providers or stakeholders.
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Element Performance Criteria

3. Address issues 
associated with  
people who are  
forced migrants.

3.1 Provide support to clients using a collaborative approach.

3.2 Discuss and provide information regarding the range of services 
available in Australia and the importance of using these services.

3.3 Take into account the culture, religion, gender and experiences of the 
person in all actions and decisions.

3.4 Recognise trauma and refer to appropriate personnel or services.

3.5 Support clients to deal with loss and grief.

3.6 Support clients to deal with discrimination from both the mainstream 
community and from other ethnic groups.

3.7 Support client to make appropriate links both within their own 
community and within the broader Australian community.

3.8 Refer clients to other service providers as required.

4. Monitor and  
review support.

4.1 Obtain ongoing feedback from clients in relation to service and 
support.

4.2 Evaluate progress in relation to service provision plan.

4.3 Monitor stress and emotions of self and colleagues and implement 
strategies to maintain wellbeing.

4.4 Identify opportunities for improved service provision and modify 
approach.

The candidate must show evidence of the ability to complete tasks outlined in elements and 
performance criteria of this unit, manage tasks and manage contingencies in the context of the job role. 
There must be evidence that the candidate has:

• developed, delivered and monitored the delivery of a settlement plan for 3 groups of forced migrants.
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Knowledge Evidence

Legal and ethical considerations (national, state/territory, local) relevant to settlement services and how 
these are applied in organisations and individual practice:

• privacy, confidentiality and disclosure

• mandatory reporting

• conflict of interest and maintaining professional boundaries

• discrimination

• access and equity.

Drivers and issues associated with migration and forced migration, including:

• what migration is and what forms it takes

• causes and impacts of forced migration

• knowledge of the international protection regime

• Australia’s response to forced migration

• immigration processes, including how and why people selected to come to Australia

• meaning of various visa subclasses

• the profile of the current humanitarian program entrants, their experience and the impact of this on 
their settlement needs.

Settlement process, practices and policies in Australia, including:

• current and historical context of work in this sector

• social, political and economic context in which the sector operates

• what is settlement: current theories, phases and indicators

• practical and emotional settlement needs of new migrants

• services available to new migrants and how these services can be accessed

• settlement plans and how they are developed

• government service principles.

Service delivery frameworks.
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Knowledge Evidence

Post traumatic stress disorder.

The impact of migration on the family and the impact of change roles within the family.

The importance of identity, including recognising the significance of giving clients a chance to define 
themselves according to either their ethnicity or their current circumstances.

Strategies for the worker to maintain their own well being and to support the well being of colleagues 
and clients.

International and Australian perspectives on gender, class, culture and religion.

ELECTIVE UNIT 2: FSKWTG06 - Write simple workplace information

Element Performance Criteria

1. Prepare to write simple 
workplace texts.

1.1 Identify the audience and purpose of workplace text.

1.2 Identify text features.

1.3 Plan to write text.

2. Use drafting strategies 
to write simple 
workplace texts.

2.1 Identify drafting strategies to use when writing simple  
workplace text.

2.2 Write text using appropriate layout and organisation.

2.3 Use appropriate grammar and vocabulary and writing conventions.

3. Review and finalise 
simple workplace texts.

3.1 Check draft text.

3.2 Seek advice and assistance from supervisor or trainer on draft  
where required.

3.3 Finalise text.

Evidence of the ability to:

• write simple workplace texts appropriate to audience and purpose

• review drafts to revise and finalise simple workplace texts.

Evidence must be collected using simple texts typically found in the workplace.



67  

CHC14015 Refugee Resettlement - Trainer’s Guide 

Section 5: Elements, Performance Criteria, Performance Evidence and 
Knowledge Evidence (continued)

Features of simple workplace texts.

Writing strategies – planning, drafting, reviewing – for simple workplace texts.

Grammar and vocabulary for simple workplace texts.

Writing conventions for simple workplace texts.


