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Introduction
What is Certificate 1 in Active
Volunteering (Refugee Resettlement)

What will I learn?
Through this course you will:

This course has been developed for:

Gain knowledge and understanding of:

• people who wish to volunteer with programs
supporting refugees and asylum seekers; or

• volunteering in the Australian context
• what is expected of you as a volunteer

• people who are currently volunteering in these
programs and who wish to improve their
knowledge and skills.

• the support you should be given when you
volunteer

It is based on CHC14015: Certificate 1 in Active

• diversity within Australian society

This version of the course is an initiative of the

• the significance of culture – for you and
for others

NSW Department of Family and Community

• how and why refugees come to Australia

Volunteering.

Services (FACS) in partnership with

• the distinction between refugees and asylum
seekers and their different service entitlements

Navitas English.

Why there is a tailored course?

• the challenges that refugees and asylum
seekers face

Many of the organisations supporting refugees rely

• the types of support refugees need to become
active members of the Australian community

on volunteers. Volunteers perform many tasks from
meeting entrants at the airport to helping them to
establish their homes, learn English, familiarise

• how to contribute constructively to assisting
refugees and asylum seekers

themselves with their new environment and many
other roles that help refugees feel welcome and

• how to undertake the tasks assigned to you in a
way that keeps you and those around you safe.

understand Australia.
Because the roles undertaken by volunteers
are important to the success of the programs
supporting vulnerable people, volunteers need to
have relevant skills and knowledge. This course
was developed specifically with this in mind.
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Introduction (continued)

Develop skills that will enable you to:

Typically each of these units would be done
separately, with course work and assessment

• work effectively as a volunteer

tasks for each unit. This course, however, has

• be a constructive member of a team

been clustered with the 5 units that make up a

• engage respectfully with people from different
cultural backgrounds

Certificate 1 in Active Volunteering combined

• communicate using an interpreter
• support refugees and asylum seekers using a
strengths based approach

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

• recognise and respond to vulnerabilities

To complete this course and be awarded a

• recognise and manage boundaries

Certificate 1 in Active Volunteering, endorsed to

• write reports and complete workplace
documents in an acceptable manner.

Volunteering with Refugees, you are required to:

into a single integrated course.

show that the focus of the study has been on

topic and in Appendix 1.

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

Course Structure

ii. attend four face-to-face training sessions

Five units make up CHC14015: Certificate 1 in

iii. complete and submit the written assessment
tasks included in this Participant’s Workbook

More information about what you will cover in
the course can be found at the beginning of each

Active Volunteering (with Refugees):

iv. complete and submit the Participant’s Checklist

Three Core Units:

v. be assessed by the Assessor (who might or
might not be your Trainer) as competent in all
of the required competencies (see Appendix 1).

• CHCDIV001 Work with diverse people
• CHCVOL001 Be an effective volunteer

In addition, your skills and knowledge will be

• HLTWHS001 Participate in workplace health
and safety.

assessed during your time in class and while you
are volunteering. Your trainer will explain how this

Two Elective Units:

will be done.

• CHCSET001 Work with Forced Migrants
• FSKWTG06 Write simple workplace information.
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Introduction (continued)

Entry Requirements

Technology Literacy Requirements

There are no set entry requirements for this

The qualification requires the learner to have

qualification.

basic computer skills and knowledge of how to
use the internet.

It is recommended that those seeking to volunteer
with refugees and asylum seekers:

Elements and Performance Criteria

• be familiar with the Australian environment

The skill and knowledge for each of the units

• have good English language and communication
skills, and possibly be able to speak a relevant
community language

included in this course are set out in Appendix 1.

• have an interest in people from other cultures

If you have past experience working with refugees

Recognition of Prior Learning
and/or asylum seekers and wish to have this taken

• be reliable and punctual

into account, discuss this with the Registered

• have a reasonable level of life-skills and maturity

Training Organisation (RTO) you are enrolled with.

• have a good understanding of community links
and organisations

Each RTO has its own policy regarding Recognition
of Prior Learning.

• be able to conduct their own research on
different topics related to the volunteer role
(e.g. cultural awareness, community links, local
services and facilities)

Assessment Appeals Procedures
If you wish to have your assessment results
reviewed, you may request this from your

• be self-directed and able to work both
independently and as part of a team

Assessor immediately after you have participated
in the assessment task. Any unresolved disputes
may be referred to the relevant RTO Manager.

• be willing to work cooperatively with the
organisation’s staff, volunteer team and the
refugees they are supporting
• be willing to comply with relevant workplace
laws and requirements.

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 and write basic workplace documents.
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Topic 1: Volunteering
What is Volunteering?
There are many definitions of volunteering, from
the simple:

Volunteering is time willingly
given for the common good and
without financial gain.
- Volunteering Australia. Definition of
Volunteering. July 2015
… to the more elaborate:

Volunteering is a fundamental
building block of civil society.
It brings to life the noblest
aspirations of humankind – the
pursuit of peace, freedom,
opportunity, safety and justice
for all people.

In TOPIC 1 you will learn about:
• what ‘volunteering’ means

- Universal Declaration on Volunteering,
2001. International Association for
Volunteer Effort

• volunteering in Australia
• how volunteering can benefit you, the
organisation you volunteer with and the
community

The first of these definitions captures the key
elements: i.e. volunteering involves doing

• different types of volunteering – including
volunteering in the refugee sector

something because you want to do it, without
pay and for a good cause. The second captures

• what to look for when you are choosing
somewhere to volunteer

the importance of volunteering within society.

• your rights and responsibilities as a
volunteer
• laws relevant to volunteers
• the types of support you should expect as
a volunteer.
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Topic 1: Volunteering (continued)

Volunteering in Australia
Contrary to common thinking about most

There is a strong tradition of volunteering in

volunteers being people who have retired, 86%

Australia. Figures from the 2011 are show below.

of those volunteering were aged between 35
and 54.

VOLUNTEERING IN AUSTRALIA

%
(840,000)

Adults who
spoke a different
language at
home

%
equals
2.85

were

VOLUNTEERS

Million

men were

28

%

ADULTS
were volunteering

volunteering

of volunteers are

agedbetween

%

AUSTRALIAN

equals

3.24 Million

WOMEN

engage in some

voluntary
activity

yrs old

yrs old

• 38% (3.24 million) of adult women in Australia
engaged in some voluntary activity

• 28% (1.44 million) adults born overseas were
volunteering

• 34% (2.85 million) men were volunteering

• 25% (840,000) of adults who spoke a language
other than English at home were volunteering.
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Topic 1: Volunteering (continued)

Why Volunteer?

ii. Benefits for the Organisation

Volunteering has many benefits – for the person

Volunteers can provide the time, skills, expertise

who volunteers, for the organisation they volunteer

and points of view that enable an organisation

with and for the community as a whole.

to deliver programs and activities that benefit
the community.

i. Benefits for Volunteers

iii. Benefits for Society

Everyone has different reasons for volunteering,
and every volunteer gets something different

Volunteers are important for Australia. They

from it.

contribute to civil society and help build strong,
inclusive and resilient communities. Volunteers

No matter where people volunteer, it is common

support innovation and social change, help in

to hear them say that they feel they get more

times of crisis and respond to community need.

from it than they give. Some people have been

Volunteering brings people together and supports

volunteering for over 60 years.

the local strengths and assets of communities.

For people who are new to Australia, or new to the

Types of Volunteering

local area, there are some additional benefits that
can be gained from volunteering. Volunteering is a

People volunteer with a wide range of organisations,

good way to:

and do many types of things from simple tasks to

• meet people in your local area – and make
friends

highly complex tasks requiring specific expertise.

• find out more about Australian life

society including those involving animals,

Volunteering activities cover all sectors of
the arts, conservation, education, emergency

• consider options for study and training

services, faith, health, heritage, international

• build skills that are transferable to the
workplace

aid, law, sport, welfare and community
development.

• meet people who can help you find employment

People also volunteer in many different ways.

• show others that you are a ‘team player’

Some are more traditional and involve faceto-face contact. There are also new forms of

• build a sense of connection and belonging.

volunteering that make use of modern technology
such as e-volunteering (sometimes called online
volunteering or remote volunteering).
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Topic 1: Volunteering (continued)

Volunteering in the Refugee Sector

Choosing an Organisation for
Volunteering

Idividuals doing this course are doing it because
they specifically wish to undertake voluntary work

Some of you might already be volunteering with

with refugees, or they are already doing this and

refugees and might even have a long-standing

want to expand their knowledge and skills.

connection to the organisation you are volunteering
with. Others might not yet be connected and are

Public interest in refugees has gone up and

thinking about how to choose.

down over time in response to international and
domestic events. Rarely, however, have refugee

If you are one of the people still looking for

issues been so high in the public consciousness;

volunteering opportunities, the following might

this has been accompanied by a great deal of

help you:

misinformation and confusion, and the polarisation

1. Choose an organisation or community group
that is aligned to your views. Websites are
usually a good source of information about
their Vision and Mission.

of public opinion.
Some members of the public believe that Australia
should support refugees and are concerned that
we are not doing enough and/or that some of the

2. Choose an organisation or group that offers
opportunities for you to use your skills, or
where you feel you can make a meaningful
contribution.

policies are harmful. Other members of the public
argue that “we should look after Australians first”
and “we don’t want people coming here from
different backgrounds, bringing all their problems

PA G E 8 .

3. Choose an organisation or group that offers
opportunities that fit with your schedule. Some
organisations only need volunteers during
business hours, others are more flexible.

with them”.
1.

6.

4. Choose an organisation or group that offers
opportunities that enable you to work in a way
that you want to work. For example, would you
prefer to work as part of a group, or team, or
are you happy working by yourself?
If you are interested in volunteering with refugees, it

5. Think about the location: can you easily get
to where you need to be at the times you
are required?
7.
6. Ask about the training and support provided
to volunteers. Will the organisation or group
support you in the way you would like/need to
be supported?

is reasonable to assume you are in the first group.
As you complete this course you will have
2.
opportunities to learn more about refugees,
including facts that counter the misinformation,
and the support they need in order to become
independent, participating members of the
Australian community.

7. Consider if the type of volunteering you will be
doing could be a pathway to further training or
employment (if this is relevant to you).

3.

8.
10
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Topic 1: Volunteering (continued)

8. Check that the organisation or group has
current volunteer insurance.

Statement of Principles for the
Recognition of Volunteers

9. Ask to see key policy documents, including
their Volunteer Policy, their Privacy Policy, their
Child Protection Policy and their Work Health
and Safety Policy.

• This organisation demonstrates a
commitment to best practice in volunteer
management and all our people respect
and support this commitment.

If you have doubts about any of the above,

• Our volunteers are involved in the life of the
organisation and are included in decisions
that affect them.

there is a good chance that it might not be
the right organisation for you. There are lots of
organisations and community groups providing

• This organisation provides volunteers with
clarity about their roles and is clear about
expectations and policies that impact on
their roles.

support to refugees, and many of these are
actively seeking volunteers so you should find
out if any of these might be a better fit for you.

Rights and Responsibilities

• Our volunteers respect the roles of everyone
in the organisation.

Volunteers enjoy legal protections in workplace
safety, privacy and anti-discrimination.

• This organisation recognises and celebrates
the contribution of volunteers.

Volunteers and volunteer organisations have

• Our volunteers are provided with training and
professional development for their roles.

mutual obligations to each other. In other words,
they should be respectful and fair to each other
and meet the commitments they make to

• This organisation provides all our people
with the opportunity to resolve disputes with
respect and dignity.

each other.
Following consultations across NSW, the
NSW Government developed a Statement of

Organisations that sign up to these principles

Principles1 designed to ensure best practice in

and those who volunteer with them are

volunteer management.

committed to fairness, respect and dignity
in the volunteering workplace.

1. See https://www.volunteering.nsw.gov.au/resources/statement-of-principles
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Topic 1: Volunteering (continued)

The Law and Volunteers

• a person’s right to access their information

As previously mentioned, volunteers are protected

• how someone can complain if they believe there
has been a breach of privacy.2

by a number of workplace laws. In some cases,
volunteers also have obligations under these laws.

According to Australian law (the Privacy Act 1988),
personal information is defined as:

Work Health and Safety (previously Occupational
Health and Safety) will be covered in Topic 7.
Other legal obligations are outlined below, with

‘… information or an opinion
about an identified individual, or
an individual who is reasonably
identifiable:

further information relating to working with refugees
included in later sections of the Handbook.
i. Privacy

a. whether the information or opinion
is true or not; and

Privacy is an important principle for all
organisations, employees and volunteers.

b. whether the information or
opinion is recorded in a material
form or not.’3

When working with refugees, you might find out
information about their lives, you are bound by
privacy obligations not to talk about the people

As a volunteer working within an organisation that

you are assisting to anyone other than those who

supports refugees, privacy laws are relevant in

have a valid right to know.

three key areas:

The organisation you volunteer with is required to

• To protect the privacy of the people you are
assisting: personal information you receive
from or about the organisation’s clients should
only be shared with people with a legitimate
right to know. In most instances, this will only
be your supervisor.

have a Privacy Policy, and it is important that you
make sure you understand and follow this policy.
The policy should provide guidance about:
• the type of personal information the
organisation needs to collect

• To protect privacy of fellow volunteers and
the organisation’s staff: you have an ethical
obligation to respect the privacy of your
colleagues, and to be extremely careful about
what you say about them both inside and
outside the workplace.

• how this information is recorded
• where this information is stored
• safety provisions for the storage of information
• who has the right to access that information

• To protect your privacy: nobody can disclose
your personal information without your consent.

• who personal information can be shared with

2. If a client believes that their privacy has been breached, they have a right to take legal action against the worker (even if that
person is a volunteer) and the organisation.
3. www.legislation.gov.au/Details/C2016C00979
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Topic 1: Volunteering (continued)

ii. Anti-Discrimination

This means you should be treated with respect
and should treat everyone else with respect,

Discrimination occurs when someone is treated

regardless of their gender, religion or any

unfairly because they belong to a particular group

other characteristic.

of people or have a particular characteristic such

This also extends to sexual harassment.

as a person’s age, carer responsibilities, disability,
sexual orientation, marital or domestic status,
race, sex, pregnancy, gender identity and health
status (related to infectious diseases).

Sexual Harassment occurs when
you are subjected to:

Because volunteers are generally not regarded as

• unwelcome sexual advances

employees, they are not bound by all of these laws

• unwelcome requests for sexual favours

but there are some exceptions. It is not necessary
to know the specifics, in general terms you should

• other unwelcome conduct of a sexual nature

know that:

• behaviour that a reasonable person would
expect you to be offended, humiliated or
intimidated by.4

• you are protected against discrimination
or harassment
• you must not discriminate against or harass
another person.

4. www.antidiscrimination.justice.nsw.gov.au
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Topic 1: Volunteering (continued)

iii. Child Protection

If the risk is immediate, call 000.

In Australia, anyone under the age of 18 is by

In other cases, contact your supervisor straight

law considered a child and there are special laws

away.

to protect children from exploitation, abuse and

If you have more general concerns about anything

neglect. Each state and territory government has

you have come across while working with

its own legislation for child protection.

refugees, it is important that you share these with

If your duties as a volunteer involve you

your supervisor. This is not a breach of privacy

interacting with children, you will be asked to

and staff members within the organisation are

undergo a Working with Children Check. Some

trained to respond to complex issues.

organisations also require volunteers to undergo a

Police Check. The organisation you volunteer with
should explain how you can get these checks.
It is important to recognise that being asked
to undergo a Working with Children Check or
a Police Check does not mean that anyone
suspects you of having done the wrong thing.
It is seen as standard for all people working
with children – and other vulnerable people. It
is about putting their safety first.
Responding to Concerns
Maintaining privacy is very important but there are
some exceptions. These should be covered in the
training you receive from the organisation you are
volunteering with, but as a guide, privacy laws do
not apply if you have good reason to believe that:
• the person is a danger to themselves (i.e. at risk
of suicide or self harm)
• the person is a danger to other people (their
family, friends or the general public)
• a child is being neglected and/or is at risk of
harm or exploitation.5

5. For a clear explanation of child protection reporting obligations, go to State Legislation and Reporting – NSW on the Child Wise
website (www.childwise.org.au).

14

CHC14015 Refugee Resettlement – Participant’s Workbook

Topic 1: Volunteering (continued)

Support for Volunteers

Volunteering NSW has developed a Sample
Volunteer Induction Checklist:

Organisations using volunteers have obligations
towards them and you, as a volunteer, have

https://www.volunteering.nsw.gov.au/__data/

the right to receive certain forms of support.

assets/pdf_file/0003/432246/sample_

This section looks at four key areas of support:

volunteer_induction_v03.pdf

orientation, training, supervision and debriefing.

While this is intended primarily for the

i. Orientation

organisation, it is useful for volunteers too

When you begin volunteering with an organisation,

to check that everything has been covered.

there are certain things that should happen. Each
organisation will do things a bit differently, but in
general terms you should expect to be:
• asked about your background and skills, and
about how you would like to contribute

ii. Training

• given background information about the
organisation, including an overview of their
work, copies of relevant policies and details of
how they will support volunteers

and have a role assigned to you, the organisation

When you have been through the orientation stage
should provide training specifically aligned to your
role. If they do not, you should ask for this.
It is important that you are clear about

• advised about the volunteering roles available
and supported to select one that best suits
your skills and time availability, and aligns with
your interests

what the role involves. This is important if the
volunteer role involves any interaction with the
organisation’s clients. You need to know:
• what you are expected to do

• informed about exactly what the volunteer
role involves

• what you should not do (i.e. what are the limits
of the role)

• informed about any clearances (such as Working
with Children or Police Checks) required

• how it is expected you do your duties

• asked to provide referees, i.e. people who know
you and can vouch for your good character

• who you report to and how you should do this
• what you do if things go wrong, or you
have concerns.

• given documents to sign, ideally including a
Code of Conduct

You should also be told about the background and

• assigned someone who can support and guide
your volunteering work (your supervisor).

needs of the client group(s) you will be assisting
as well as any issues relevant to your work with
individual clients.
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Topic 1: Volunteering (continued)

iii. Supervision

Topic 7 of this Workbook explains more about
debriefing in the context of how working with

There should be one person in the organisation

refugees and asylum seekers can affect you and

who you report to and assigns you work.

about the support available.

It can be very confusing if this is not the case,

Managing Tension and Conflict

especially if different people are asking you to do
things at the same time, or are telling you to do

When you are volunteering there are times

things in different ways. If you find yourself in this

when you will find yourself in a situation where

situation, ask for advice.

you disagree with someone, or someone does
something that really annoys you. The impact this

The person you report to should not just be

has on your volunteering experience will depend

telling you what to do they should also talk to

on how you deal with it.

you about how you are finding your role, and if
you are encountering any challenges. This is

Here are some simple tips for managing difficult

referred to as ‘supervision’.

situations:
• Don’t ignore the problem. Do something before
it becomes bigger and more difficult to resolve.

Supervision is not about ‘checking up on you’
but about making sure that you are feeling
comfortable and confident with the tasks assigned

• Remember that the other person may be seeing
things differently to you and it is important to
understand their perspective.

to you, giving you an opportunity to talk about
the things you might be finding challenging. Your
supervisor is there to support you.

• The best solutions are ones found by people
working together and which address everyone’s
concerns. They are also the solutions that allow
everyone to feel good about the outcome.

iv. Debriefing
Hopefully you will never be involved in a critical
incident (such as witnessing violence, self harm or
a psychotic episode) but if you are, the organisation
you are volunteering with should provide you with
support and debriefing. Debriefing is also valuable
if you find yourself becoming too caught up in the
lives of those you are working with, or are deeply
affected by the stories you hear.
Debriefing involves sitting with a trained person
and reflecting on what has happened and how you
are feeling. Talking helps you to process events
and emotions so they don’t intrude on other areas
of your life.
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Topic 1: Volunteering (continued)

These are some things that you can do that will

For more guidance on dealing with conflict, go to:

make it easier to find a solution that is good

https://www.volunteering.nsw.gov.au/resources/

for everyone:

conflict-resolution-toolkit

i. Manage your emotions: even if you are feeling
angry or upset, try not to show it. It will get in
the way of resolving the problem. If the other
person is emotional, don’t respond in the
same way. Stay calm and focused. If the other
person’s emotions are getting in the way, walk
away, come back when the person is calmer.

If you are unable to resolve the conflict using the

ii. Outline the problem: explain your concerns
clearly and without emotion, explain how they
are affecting you (and others).

There are many other useful resources about

above toolkit, seek advice from your supervisor or
someone you trust and feel comfortable with in the
organisation you are volunteering with.

Additional Reading:
volunteering on the NSW Volunteering website:
https://www.volunteering.nsw.gov.au

iii. Ask about the specific cause of the conflict:
ask questions such as “from your perspective,
what is happening here?” And when they
respond, be careful not to say “yes, but …”
The word “but” makes it sound like you don’t
care about their option. It is better to use “and”:
“yes, I can imagine the challenge this causes —
and we need to come up with a solution. What
ideas do you have?”
iv. Listen: pay attention to what the other person
is saying, think carefully about it and ask
respectful questions to ensure you understand.
The best type of listening is interactive listening.
v. Explore solutions together: don’t tell them
what to do, ask for their ideas for how to resolve
the situation. This brings in accountability and
allows everyone to accept responsibility for their
actions, and be accountable for the resolution.
vi. Agree on the action to be taken: this often
missed but it’s very important. You might use
words such as “so what I am hearing you say is
that you are going to …” or “next time I will be
careful to …” This closes the discussion on a
positive note.

17
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Topic 1: Volunteering (continued)

Topic 1 Assessment Tasks
Please answer the following and submit on the date indicated by your trainer.
1. What is the Universal Declaration on Volunteering?
2. What is reciprocity and how does this relate to volunteering?
3. What are the main reasons that motivated you to become a volunteer?
4. Out of the many areas you could have chosen to volunteer, why are you interested in working
with refugees?
5. What are the most important things for you when you chose (or will choose) the organisation you
volunteer with?
6. Choose one option to answer:
OPTION 1: If you are already volunteering:
i.

What is the name of the organisation you volunteer with?

ii.

What is its Mission (or Vision)?

iii. Attach a copy of its Volunteer Policy.
iv. What other organisation policies are relevant to your voluntary work and why?
v.

Were you required to provide information about yourself and if so what (type of information, not the
content of the information)?

vi. Who supervises your activities and tasks?
vii. What is your role within this organisation?
viii. Are there any limits on what you can do and if so, what are they?
ix. What topics were covered in your training?
x. What do you consider to be the most important messages you received in your training?

18
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Topic 1 Assessment Tasks (continued)

OPTION 2: If you are not yet volunteering – select an organisation that uses volunteers to work with
refugees that you are interested in volunteering with and answer the following questions:
i.

What is the name of the organisation?

ii.

What is its Mission?

iii.

What are the main services provided by the organisation?

iv.

In what ways does the organisation use volunteers?

v.

Locate and attach a copy of the organisation’s Volunteer Policy.

vi.

What training does the organisation provide to volunteers?

vii. What checks does the organisation expect volunteers to undergo?
viii. Are volunteers required to sign a Code of Conduct?
ix.

Why are volunteers asked to sign a Code of Conduct?

x.

After having learnt about this organisation, do you think you would like to volunteer with them
and why?

7. Many volunteers work as part of a team. What are the main things you need for a group of people to
work well as a team?
8. Your fellow volunteer Sally has been upsetting you. She repeatedly puts you down in front of others and
criticises how you do things. One day you’ve had enough and start yelling at Sally. Is this an appropriate
response and why? How could you have managed the situation differently?
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Topic 1: Volunteering (continued)

9. Read the following and answer the questions below:
You have been asked to take some household goods to a newly arrived refugee family. Yassmin, the
wife, invites you to have a cup of tea with her. While she is preparing the tea, you notice that she has
some dark bruising on her arms. You ask her if she has hurt herself and she says “it is nothing”. Despite
this, you are worried.
On the way back to your car, you run into Sahar, Yassmin’s next door neighbour. You know Sahar and
Yassmin are friends.
i. Should you say anything about your concerns about Yassmin and why?
ii. If you believe you should tell someone, who should you tell and why have you chosen
this/these people?
iii. Explain why you included – or did not include – Sahar as one of the people you would speak to.
10. Read the following and answer the questions below:
You are volunteering at a homework club. One day one of your favourite students, 9 year old Joseph, is
unusually quiet. You ask him if anything is wrong and he bursts into tears. When you have calmed him
down, he says that he doesn’t want to go home because Uncle Frank is coming over and he does not
like Uncle Frank. When you ask why, Joseph says that Uncle Frank does “bad things” to him.
i. Should you continue the conversation? Explain you answer.
ii. Should you say anything to anyone about what Joseph said, and if so:
• why
• to who
• when?
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Topic 2: Diversity And Culture
International Law

TOPIC 2:

The importance of respecting everyone –

• begins by exploring diversity and how it is
reflected in law

regardless of their defining characteristics – is a
key principle in international law, specifically but

• looks at the concept of ‘culture’

not only in International Human Rights Law.

• goes on to look at how you communicate
with someone from a different cultural and
linguistic background

International Human Rights Law was built upon the
Universal Declaration of Human Rights (UDHR).
The UDHR is not a treaty but a declaration drafted

• concludes by exploring why engaging with
people of Aboriginal and Torres Strait Islander
background is relevant to refugee settlement.

and adopted6 by representatives with different legal
and cultural backgrounds from all regions of the
world. It set out, for the first time, the fundamental
human rights to be universally protected.

Diversity

In the years following the adoption of the UDHR,
Member States of the United Nations developed

The word ‘diversity’ means bringing together

binding treaties to reflect and expand on the

different types of people or things into a cohesive

fundamental principles of human rights reflected

whole. The word is used in many different contexts:

in the Universal Declaration. These treaties now

biology, chemistry, geology, geography, sociology.

form an evolving body of International Human

When the word ‘diversity’ is used in connection to

Rights Law.

people, it is often referring to ethnic, linguistic and/

Very broadly defined, International Human Rights

or religious background. Increasingly, however, in

Law sets out the obligations for States (countries)

Australia it is taking on a wider meaning to include

to protect the human rights of anyone within their

all aspects of human diversity. ’Diversity’ now

territory, regardless of their nationality, ethnicity,

usually also includes diversity based on gender,

religion, gender or any other status.

sexual orientation, disability, age, parental or carer
responsibilities, and other features that define a
person and their needs.

6. The UDHR was adopted by the UN General Assembly in Paris on 10 December 1948
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Australian Law

Ethnic, Linguistic and Religious Diversity in
Australia

A number of the committments Australia made
when agreeing to sign international human

Australia has always been a multicultural country.

rights treaties are reflected in domestic laws,

For tens of thousands of years before the first

including those intended to protect people

Europeans established settlements, hundreds

from discrimination on the basis of diversity.

of distinct tribal or national groups inhabited the

The following laws operate at a federal level

mainland, Tasmania and the Torres Strait Islands.

and are administered by the Australian Human

Go to www.aiatsis.gov.au/explore/articles/

Rights Commission:

aiatsis-map-indigenous-australia to see a map of

• Age Discrimination Act 2004

Indigenous Australia and to learn more about the

• Australian Human Rights Commission Act 1986

Aboriginal and Torres Strait Islander peoples.

• Disability Discrimination Act 1992

The arrival of the first European settlers in 1788
introduced new peoples to Australia. Initially they

• Racial Discrimination Act 1975

were mainly (but not only) British but as time

• Sex Discrimination Act 1984.

went on, people from more and more parts of the
world came to the country. In the 19th Century

Because this course is intended for those wishing

they came in search of gold, to work in the cane

to volunteer with refugees, much of the focus will

fields or in search of a new life. In the first half

be on ethnic, religious and linguistic diversity, but

of the 20th Century many came to escape war

it is important to stress that amongst those who

or poverty. From the 1970, the face of Australia

come to Australia as refugees are people with

changed again after the White Australia Policy7

disability, people who are lesbian, gay, transsexual

was abolished, and migrants and refugees came

or intersex, people who have specific needs as

from all over the world.

parents and carers, and people who are a part of
most other groups within the community.

Today Australians come from over 200 countries.
Approximately 26% were born overseas and
just under half of all Australians have at least
one overseas-born parent. Of the people born
overseas, the major countries of birth are England,
New Zealand, China and India.
Australians speak more than 300 languages other
than English, the most common languages spoken
are Chinese, Italian, Greek and Arabic. Over 50
Indigenous languages are still actively spoken
by Australians.

7. The White Australia Policy was introduced in 1901. It favoured European migrants and made it hard for people from other
backgrounds to migrate to Australia.
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Of the more than 100 religions practiced

The composition of the Australian population is

in Australia, Christianity is the dominant

changing all the time. Approximately 200,000

religion. There are over 70 different Christian

people come to Australia each year as migrants

denominations with the major denominations

and humanitarian entrants. In addition, in Australia

being Catholic, Anglican, Uniting Church,

at any given time are about 1 million people

Presbyterian and Eastern Orthodox. Other major

who are here on a temporary basis as students,

religions in Australia today include Buddhism,

working holiday makers, skilled workers on a 457

Islam, Hinduism and Judaism. Over 7,000

visa, asylum seekers and those from New Zealand

Australians practise Aboriginal traditional religions.

who arrived after 2001.8

Approximately 30% of Australians say they have

Go to www.abs.gov.au for more information about

‘no religion’.

the people of Australia.

today
COME FROM OVER

300
languages
other than

countries

26%

COMMONLY SPOKEN

Chinese

half

of Australians
have at least

OVERSEAS
BORN
PARENT

MAJOR COUNTRIES OF BIRTH
India

New Zealand

China

England

Greek

over

born overseas
JUST
UNDER

english
Arabic

religions
in Australia other than

CHRISTIANITY

different Christian

Italian

DENOMINATIONS

main ones being

INDIGENOUS

Uniting Church

languages are
still actively

Catholic

spoken

Anglican

RELIGIONS IN Australia
TODAY other than
CHRISTIANITY
Buddhism

Hinduism

Islam

Judaism

APROX

30%

no
religion

Presbyterian
Eastern Orthodox

over
7,000

practice Aboriginal
traditional religions

8. New Zealand citizens who arrived prior to 2001 were automatically granted permanent resident rights. This is no longer the case.
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Community Support for Cultural
Diversity
Monash University, the Scanlon Foundation and
the Australian Multicultural Foundation have
been tracking public attitudes to multiculturalism
(cultural diversity within Australia), social cohesion
and related issues each year since 20079. This
groundbreaking work gives a snapshot of the
current situation and shows how public opinions
have changed over time.
Some relevant insights are as follows:
• Support for multiculturalism has remained
high over the years and in 2016 support was
at 83.4%. The number of people who ‘strongly
agree’ that multiculturalism is good for Australia
(as opposed to ‘agree’) has increased from 32%
in 2013 to 41.4% in 2016.

In other words, when we speak of ‘culture’ we are
not just talking about the culture of Australia (or
your country of origin) but also the culture of your
family, friends, locality (inner city, suburban, rural),
religion, groups you belong to etc. All of these

• Surveys between 2010 and 2012 found that
support for Australia’s refugee resettlement
program ranged from 67% to 75%. This has
increased over the years and in 2016, 80% of
respondents said they supported the program.

influences combine to make us the people we are.
They also combine to shape the way we view the
world and interact with others.
Understanding the influence of culture and identity
on shaping the way we operate is a crucial first

Culture

step to recognising that the things we do and
the way we do them are not necessarily ‘right’

Like ‘diversity’, ‘culture’ is a word that has many

or ‘normal’. If we think this way, it is easy to slip

meanings. Many of these are unrelated to humans

into being judgemental about other ways of doing

(e.g. the cultures that are used to make yoghurt)

things, thinking that they are ‘wrong’ or ‘abnormal’

but in this instance, we are interested in the way

whereas in fact they are perfectly ‘normal’ to

we use the term to define:

people from another cultural background. Just

• the way we view the world

think of how we unquestioningly accept the notion

• our attitudes to others

that the New Year begins on 1st January. Over 1.3
billion people in China would disagree about this,

• the choices we make

as would millions in the Middle East, South Asia

• the way we react to change

and elsewhere.

• the way we respond to things and people.
9. See www.scanlonfoundaiton.org.au
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The second requirement (understanding how

Cross Cultural Communication

others see you) helps you think about the fact

Cross cultural communication begins with

that the person your family and friends see when

understanding who you are (your culture) and

looking at you is very different to the person

then building a set of skills and knowledge that

strangers see.

will enable you to communicate effectively with

When a person from a refugee background looks

people from different backgrounds.

at you, the things they will notice first are your age,

This requires you to learn to:

gender, ethnicity and maybe your religion. Each

• recognise the aspects of the other person’s
culture and background that are important
to them

refugee will view these characteristics in different
ways. For example, if you are an older person,
some refugees might like this because they see
you as being wise (like an elder or a grandparent)

• see how others will perceive you

while some (younger) refugees might think that

• communicate in a way that is with respect

you couldn’t possibly understand them because

and empathy.

you are ‘so old’.

To communicate effectively with another person

A male volunteer might be just the right person

you have be able to understand the things that

to support a male refugee but inappropriate for a

define them. Like anyone else, refugees have been

single female. If you are alert to the things that will

influenced by the culture of their country of origin

help or hinder the development of a relationship

and their family as well the other things (religion,

with the refugee, you are able to find good

ethnicity, profession, sporting affiliation etc) that

matches and recognise when things are not going

they see as important in their lives. On top of this

as well as they should be.

is their life experience – both their life prior to
displacement and since.
The refugee experience is characterised by, fear,
uncertainty, rumours, misinformation, distrust
and disrespect. Connecting with people who
have spent many years this an environment that
requires understanding of how things have
been for them, and a commitment to help them
to learn a new way of relating and engaging.
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The third requirement is about the way you relate
to the other person. It’s knowing what you need
to do and how you need to behave so you can
communicate effectively with someone from a
different background. Consider the following
diagram that shows how the three elements of
effective cross cultural communication come
together:10

10. Modified from a diagram developed by Charles Darwin University: Ten Strategies for Effective Cross-Cultural Communication
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Working with Interpreters

Interpreters can be present in the room or, more
commonly, at the end of a telephone.

Unless you have been engaged to only assist
people who speak your first language, you will

There are a number of important things you need

be required to use interpreters at some stage.

to understand about the role of interpreters:

Sometimes you will find yourself interacting

• their sole purpose it to provide an accurate
interpretation of what was said during
the conversation

through interpreters on a regular basis.
If you work with your own language group, you
will need to understand where and when it is

• they should not:

not appropriate to use your language skills.

• add to or subtract from what was said

Understanding when and how to use interpreters

• insert their own opinions

is essential knowledge for anyone who works with

• seek to explain anything

refugees.

• they are not an advocate for/or counsellor to
the client

Role of Interpreters
If you were to ask someone what an interpreter

• they are bound by a strict code of professional
ethics not to tell anyone else what was said
during the session.

does, most people would think the answer would
be obvious – “translate from one language to
another” –this is correct. However, there is a little

When Should Interpreters Be Used?

more to it.

Some service providers think that interpreters are

The first thing to be clear about is the distinction

only required when their clients speak no English

between interpreters and translators:

and if they speak a little, they can muddle through

• The primary role of an interpreter is to
transfer messages verbally from one
language to another.

with simple words, lots of gestures and the
occasional scribbled drawing. This is incorrect and
can also be very dangerous for the client and the

• The primary role of a translator is to transfer
written material from one language to another.

person engaging with them.

Interpreters (and translators) play a vital role in

English, interpreters should be routinely engaged:

In addition to their use for clients with little or no

Australia because of the existence of policies

11

• for those who have basic English

across governments that give all residents,

• for those who indicate that they are more
comfortable in their own language

regardless of their ethnic background and
first language preference, the right to access
the services freely available to English speaking

• where there is important or complex information
to convey

Australians.

• where the client is under stress, or is likely to be
placed under stress by the conversation.
11. Federal and state Access and Equity Policies
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Topic 2: Diversity And Culture (continued)

• potential changing, misinterpreting or
inappropriately adding to what the client
is saying

Selecting an Interpreter
It might be tempting to ask a friend or relative
to interpret or to seek the help of a member of

• the possibility that information obtained might
be used for private advantage or gain

staff who speaks the same language, this should
be avoided for anything other than the most
meeting time). For all complex and/or important

• possible legal consequences of
inaccurate translation.

interactions, the services of a professional,

It is also unwise to use a relative or friend who is

simple, practical conversations (e.g. arranging a

accredited interpreter12 should be engaged. Such

an accredited interpreter. While they might have

interpreters:

the skills and are bound by confidentiality, they are

• have undergone specialised training

not impartial.

• have been assessed as competent in the
language they are interpreting in and English

Bicultural workers should also not be asked

• are bound by the Australian Institute of
Interpreters and Translators (AUSIT) Code of
Ethics which includes confidentiality provisions

it might be. Asking them to act as an interpreter

to act as interpreters, no matter how tempting
might require them to undertake work outside
their job description, and might place them in a
situation of potential conflict of interest.

• have been cleared by Australian Federal
Police checks.

When requesting an interpreter, it is vital to

There are many good reasons why relatives and

consider any relevant characteristics of the entrant

friends (especially children) should not be used to

such as:

interpret, including but not limited to:

• gender

• lack of the technical skills required to provide an
accurate interpretation, especially of specialised
(e.g. medical) terminology

• ethnicity

• client concerns about disclosing sensitive
information in front of someone known to them

It is important to be aware of these sensitivities

• trauma profile.
and ensure that requests for interpreters specify
requirements. Failure to engage a suitable

• the risk that there might be breaches
of confidentiality

interpreter will have a negative impact on the
communication between you and the person you

• lack of impartiality

are assisting, and consequently on the quality of
the service and the outcomes for this person.

• damage to the family hierarchy

12. Accreditation is through the National Accreditation Authority for Translators and Interpreters (NAATI).
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Interpreter Cards

Translating and Interpreting Service

Settlement services providers often provide

(TIS National)

special wallet-sized cards to their clients (I Need

Phone 131 450

an Interpreter cards) that:

www.tisnational.gov.au

• identify their need for an interpreter
• specify the language they speak

TIS National assigns interpreting tasks to

• give the phone number of the national
Translating and Interpreting Service (TIS) or its
state-based equivalent.

contracted interpreters based on their accreditation
standard, geographical location and availability.
Priority is given to interpreters with National
Accreditation Authority for Translators and

It is intended that entrants with little or no English

Interpreters (NAATI) professional accreditation

can present these cards when seeking assistance

or recognition when allocating assignments.

from services, and that the service providers will

Requests can be made for male and female

then take the initiative to contact the

interpreters in sensitive or gender-specific

interpreting service.

interpreting assignments.

Interpreter cards can be obtained free of charge

The Department of Social Services (DSS) funds

from the Department of Immigration.

a Free Interpreting Service (delivered through TIS

Translating and Interpreting Service

National) for non-English speaking permanent
residents and Australian citizens communicating

The Translating and Interpreting Service (TIS

with various approved groups and individuals

National) is one of a number of user-pays
interpreting services for people who do not

such as:

speak English, and for the English speakers who

• not-for-profit, non-government, communitybased organisations for case work and
emergency services where the organisation
does not receive funding to provide
these services 13

need to communicate with them. TIS National
has access to over 2,400 contracted interpreters
across Australia, speaking more than 160
languages and dialects. The service is available
24 hours a day, seven days a week for any person

• medical practitioners so they can communicate
with their patients and also for their reception
staff so that they can arrange appointments
and provide results of medical tests. 14

or organisation in Australia requiring interpreting
services on a user-pays basis.

13. Organisations can apply for a fee exemption for calls through TIS National.
14. It should be noted that in addition to TIS, states and territories have their own general and specialised (e.g. medical)
interpreting services.
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Booking an Interpreter

There are times when it is not possible to find a
suitable accredited interpreter in the client’s first

Requests for interpreters should be made after

language. This can happen when the client is from

seeking the permission of your supervisor or

a small and emerging community where no one

another staff member, in advance, to ensure that

has yet become a NAATI accredited or recognised

an appropriate interpreter is available.

interpreter. It is sometimes possible to use an
interpreter in the entrant’s second language (e.g.

When booking an interpreter, it is important that

many African entrants speak French, Arabic or

you provide the following information:

Swahili as a second language or people from the

• language and/or dialect required

Middle East speak Arabic as a second language)
or other people with the required language skills,

• name of your client

such as bilingual workers or volunteers.

• gender of your client

Where matters relate to legal, medical, torture

• date, time and anticipated duration of the job

and trauma or mental health issues, a professional

• type of assignment (e.g. casework session,
group information session, court hearing,
medical appointment etc)

interpreter with NAATI accreditation should always
be used. Alternative arrangements should only be
made where all options for professional interpreting

DSS also funds a free translation service for

• if there are any particular sensitivities (gender,
ethnicity, religion, their membership of a small
community etc) that you wish taken into
consideration in the selection of an interpreter

permanent residents and Australian citizens to

• your name, organisation and contact number.

services (including telephone interpreting) have
been exhausted.

participate in the community by having personal

If you are seeking to book an on-site interpreter,

documents translated free of charge into English
during their initial two-year settlement period.

you should also provide details of:

The Multicultural Language Service Guidelines for

• the name of the person the interpreter should
report to upon arrival

Australian Government Organisations provides
helpful tips on working with interpreters and

• the time you expect the interpreter to arrive

translators. This can be found at:

• the correct address for the assignment,
including specific instructions if the address,
or location, is difficult to find.

www.dss.gov.au/our-responsibilities/
settlement-services/multicultural-languageservices-guidelines-for-australian-governmentorganisations.
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Working With an On-site Interpreter

• use simple, short sentences and pause regularly

The preferred way of using an interpreter is to

• do not rush, make sure you allow adequate time
for interpreting

have the interpreter present in the room with you.
This is referred to as ‘on-site’ or ‘face to

• watch out for any signs that the client (or the
interpreter) are not communicating well or are
uncomfortable in each other’s presence

face’ interpreting.
On-site interpreters must be booked in advance.

• be prepared and feel confident to terminate the
interview if you feel that it is not working for the
client, or if there are messages which you feel
are not being conveyed correctly.

As a general rule when working with an on-site
interpreter you should:
• be clear in your mind that you are in charge of
the interview, not the interpreter

After the interview:

• ensure that you have a quiet place free from
interruptions to conduct the interview

• ask your client if everything was clearly
understood

• arrange seating in a triangle if possible. This
will help your client to feel comfortable and not
intimidated and will facilitate communication

• find out if there are any questions or concerns.
If the session has covered traumatic issues, it
is good practice to spend a few moments with

• avoid leaving the interpreter alone with the
client as this can place the interpreter in a
compromising and awkward situation.

the interpreter to check that s/he is okay and/or
to answer any questions s/he might have. Don’t
forget – interpreting can be very traumatic for an

Begin the interview by:

interpreter, especially if the session mirrors some
past experiences.

• introducing yourself and the interpreter to
your client
• explaining the purpose of the interview
• explaining the role of the interpreter to
your client.
During the interview you should:
• speak directly to your client and look at your
client, not the interpreter
• discourage the interpreter from chatting to
yourself or the client
• speak clearly and not too fast
• use plain English, avoid jargon or slang

31

CHC14015 Refugee Resettlement – Participant’s Workbook

Topic 2: Diversity And Culture (continued)

• let the interpreter know what type of equipment
you are using, i.e. speaker phone, a conference
call facility if you and the client are on separate
phones

Working With a Telephone Interpreter
It is often not possible to secure the services of an
on-site interpreter, if:
• less common languages is spoken

• give a short explanation of what you are going
to discuss and explain the role of the interpreter

• if you want to ensure the client and interpreter
are not known to each other

• speak directly to the client, using the first
person

• if you are from a regional centre

• conduct the interview using clear language

• if the situation does not require an interpreter to
be present.

• use short simple sentences
• watch out for signs that the interpretation
is not working and terminate the interview
if necessary.

You can use a telephone interpreter in one of
two ways:
• where you and the client are in the same
room and the interpreter is on speaker or
conference phone

At the end, let the interpreter and the client know
that they are finished and thank the interpreter.

• where all parties are on the phone. This is the
least preferred method for anything other than
simple communication (e.g. organising an
appointment) as it is very difficult to establish
any form of rapport with the client, and you
are unable to benefit from picking up
non-verbal cues.
Once connected you will need to provide your
organisation’s name, client code and location. You
will also need to provide your name and telephone
number. Depending on how long the wait will be
to connect to an interpreter, you may be asked to
wait on line or they may call you back.
When your session with your client commences:
• take charge of the interview
• introduce yourself and the interpreter to
the client
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Interaction with Indigenous
Australians

In many parts of the country, in particular in
rural and regional areas, people from refugee
backgrounds settle alongside an established

For Tens of thousands of years before European

community of Aboriginal and/or Torres Strait

and other settlers came to Australia, others were

Islanders. In such cases, educating both

living here. Now referred to Aboriginal and Torres

groups is important to avoid misunderstandings.

Strait Islander Australians, many clan and tribal

This is best accomplished through a multi-

groups populated the country and cared for the

pronged strategy:

land and the waters. Recognition of their ongoing

• Wherever possible, it is both respectful and
valuable for those involved in supporting the
settlement of refugees to engage with local
elders to explain who the new arrivals are and
what services they will be receiving. This has
two important functions. First it acknowledges
the role of the indigenous community as
custodians of the land. Second it ensures that
key people within the community understand
who the people are and their entitlements. This
can help to stop rumours spreading about the
new arrivals receiving preferential treatment.

connection to land continues today, even in areas
where they no longer have legal ownership.

• Volunteers supporting people from refugee
backgrounds need to model respect for
indigenous Australians. New entrants detect
community prejudices and some are also slow
to shake off prejudices from their previous lives.
• There is great value in organising activities
(sporting, recreational, cultural or social) that
enable people from refugee backgrounds to
mix with diverse Australians. The best way to
address prejudices and combat racism is for
people to get to know each other and recognise
the many things they have in common.
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Social Cohesion

Social cohesion is based on the concepts of
reciprocity and dignity in doing, these two

It is relevant to reflect on how we can contribute

concepts align to volunteering. They go beyond

to ensuring that diverse people of Australia can

empathy and focus on what is required to ensure

coexist successfully. Underpinning this is the

that everyone is respected and has a place within

principle of social cohesion.

our community.
What this involves is reflected in the
following diagram.

These concepts will come up again when we look at how to work with refugees.
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Topic 2 Assessment Tasks
Please answer the following and submit on the date indicated by your trainer.
1. What does the Universal Declaration of Human Rights say about the following?
i. The inherent dignity and equal and inalienable rights of all members of the human family.
ii. What Member States have pledged to do.
iii. Freedom of Movement.
iv. The right to seek asylum.
2. When the word diversity is used in relation to the Australian community, it refers to many characteristics
of people within the community. Name six of these characteristics.
3. Briefly describe the purpose of the Fair Work Act 2009.
4. One of the rights derived from International Human Rights Law (including the Convention on the
Elimination of All Forms of Discrimination Against Women (CEDAW) and reflected in domestic law (Sex
Discrimination Act 1984) is the right of people in the workplace to be free from sexual harassment. What
is sexual harassment and who can someone complain to if they feel they have been sexually harassed?
5. What is your own ethnic heritage? How long has your family been in Australia?
6. In about 150 to 200 words, write about the things that define your identity.
7. Select 2 of the following elements of good cross cultural communication and explain what each one
means. You might wish to give a specific example.
i.

Respect differences

ii. Avoid stereotyping
iii. Be flexible
iv. See other’s perspective
v. Recognise complexity
vi. Think twice
vii. Ask open questions
viii. Be honest
ix. Listen reflectively.
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8. What do you have to think about when considering if a particular interpreter is suitable to use with the
refugee you are assisting?
9. Why is it best to avoid using a family member or friend of the refugee as an interpreter?
10. Why is it relevant to consider Aboriginal and Torres Strait Islanders people in a course that is focusing
on volunteering with refugees?
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Topic 3: Refugees
Introduction

TOPIC 3 focuses on refugees and asylum

There are many myths and misconceptions

seekers. It explains the meaning of key terms

in the public domain about refugees and

and the laws that have been developed to
protect refugees.

asylum seekers.

You will then learn about how refugees and

It is important to spend some time looking at basic
facts about refugees and those seeking asylum.

asylum seekers come to Australia and about
the size and composition of Australia’s

Definitions

Refugee and Humanitarian Program.

The following table provides the meanings of

In this section you will also be shown the

some key terms.

facts that challenge a number of popular
perceptions about refugees and
asylum seekers.

Migration

The term ‘migration’ means moving from one place to another. In the context of this
unit, it means moving from one country to another.
Forced migration is movement from one country to another by necessity rather
than choice. The cause might be:

Forced

Migration

•
•
•
•
•

war or civil unrest
persecution
economic hardship
environmental degradation
some other major event.

The opposite of forced migration is voluntary migration.
In some cases there might be a combination choice and pressure in a person’s
decision to move to another country.
Refugees are one group of forced migrants.
In international law (in the 1951 Convention relating to the Status of Refugees), a
Refugee

refugee as a person who:
‘owing to a well-founded fear of being persecuted for reasons of race, religion,
nationality, membership of a particular social group, or political opinion, is outside
the country of his nationality, and is unable to or, owing to such fear, is unwilling to
avail himself (or herself) of the protection of that country...’
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Refugee status is granted to people who are determined to fit the definition of
Refugee
Status

a refugee.
Those with refugee status have certain rights, most importantly protection from
being forcibly returned to their country of origin.

Humanitarian
Entrant

(Entrant)

A person who has come to Australia as a refugee or another humanitarian visa.

An asylum seeker is a person who is seeking the protection of another country and
in so doing is exercising one of the rights set out in the Universal Declaration of
Human Rights (UDHR).15
Asylum Seeker

An asylum seeker might be granted refugee status. An asylum seeker might also be
allowed to remain on other grounds or required to return to his/her country.
While every refugee will at some time have been an asylum seeker, not every
asylum seeker is a refugee.

Refugees
There are different types of forced migrants,

In order to be determined to be a refugee, a

however it is important to recognise that refugees

person must satisfy all four of the following

are distinct. This is because:

criteria. Refugees must:

• the definition of a refugee is set out in law

• be outside their country of origin

• refugees are protected by a specific
international treaty.

• have a well founded fear of persecution: in other
words, they must be able to show that if they
returned to their country, they would be at real
risk of death, imprisonment (not for a crime) or
significant violation of their human rights

The term ‘refugee’ is defined in the 1951

Convention relating to the Status of Refugees
(the Refugee Convention) which is the key

international treaty on refugees (and is included
in the table above). The same definition is
incorporated into Australian law.

15. Everyone has the right to seek and enjoy in other countries asylum from persecution. Universal Declaration of Human Rights,
Article 14.
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• be targeted for persecution because of one or
more of the following personal characteristics:
• race
• religion
• nationality
• political opinion
• membership of a social group
• be unwilling or unable to rely on the government
of their country for protection.
It is important to note that people fleeing war or
civil unrest do not automatically fall under the
definition, though in some cases they do. They
only do if, in the context of the conflict, they are
being targeted for any of the above reasons.
The International Protection Regime
Refugees are protected by a specific United

The office of the United Nations High

Nations treaty. The Refugee Convention was
written in response to the population displacement

Commissioner for Refugees (UNHCR) is the

after the Second World War and made specific

organisation with the main responsibility for the

reference to those displaced by the War. As time

protection and welfare of refugees. As its name

went on, it became apparent that the ‘refugee

suggests, it is part of the United Nations system

problem’ was not related only to WWII or confined

and receives its mandate from the United Nations

to Europe. To remove the time and geographic

General Assembly. For more information about

limitations of the Convention, a protocol (the 1967

UNHCR and its work, go to www.unhcr.org.

Protocol relating to the Status of Refugees) was
drafted and adopted.
There is general agreement that both treaties
(the Refugee Convention and the 1967 Protocol
relating to the Status of Refugees) are central to
the international refugee protection regime.
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The Refugee Convention is not the only
international treaty that is relevant for refugees.
Refugee Law sits side by side with – and
overlaps in part – other important international
legal instruments that fit within other areas of
international law.

International Human Rights Law was explained in Topic 1. International Humanitarian Law is often referred
to as ‘the laws of wars’. This refers to the Geneva Conventions that, amongst other things, sets out the
obligations of all parties involved in a conflict to protect civilians, humanitarian workers and prisoners
of war.
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Refugee Status
The process of determining if someone is a
refugee is done either by the government of the
country the refugee has fled to or by UNHCR staff.
In both instances, they assess the person’s claims
against the definition of a refugee in the Refugee
Convention.
Refugee status gives refugees certain rights that
are outlined in the Refugee Convention. The most
significant of these rights are:
• the right not to be sent back to a country where
their life or freedom would be in danger
• the right to receive public relief and welfare
support at the same level as nationals
• the right to access education and health care
• the right to work
• entitlement to be issued with identity papers
and travel documents.
It is important to note that there is an exception
to the granting of refugee status. If a person fits
all of the criteria BUT has committed a war crime,
a crime against humanity, a crime against peace
or a serious non-political crime, that person is
excluded from receiving the protection of
refugee status.
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We are now witnessing the highest levels of displacement on record.
In a world where nearly 34,000 people are forcibly displaced every day as a result of conflict or
persecution, over half are under the age of 18.

UNHCR: www.unhcr.org. June 2018
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Global Displacement

However, it is possible to point to some similarities
in the way being a refugee effects people. In

The Refugee Experience

the Handbook on the Reception and Integration

Talking about ‘the refugee experience’ is a

of Resettled Refugees16, the UNHCR seek to

generalisation because no two refugees have the

describes this in the following diagram:

same ‘experience’. Even people within the same
family will be exposed to different events and react
the things that happen to them in different ways;
according to a variety of factors including their
gender, age and disposition.

16. Adapted from UNHCR Handbook on the Reception and Integration of Resettled Refugees: Section 1.3 pp16-17. At http://www.
unhcr.org/3d985c8d6.html
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Durable Solutions for Refugees

Selection for resettlement involves an assessment
in addition to the assessment undertaken to

UNHCR talks about three ‘durable solutions’ (i.e.

determine if a person is a refugee. This is done

lasting or sustainable solutions) for refugees:

primarily to determine risk and could include any

• Repatriation: every refugee dreams of being
able to return in safety and dignity to their
homeland, but this requires substantial and
durable change to have occurred in their
homeland for it to be a viable option.

one or a combination of the following risks:
• being sent back to a country where they would
face persecution
• being expelled to a third country where they
would face danger

• Local Integration: there was a time when
many refugees were able to make a new life
in the neighbouring country, where they first
fled. This was seen as preferable because the
language, religion and culture were often similar
to their own. Over the years, the willingness of
host states to offer this as an option has
declined (mainly because they have received
little support from foreign donors). While it
remains a solution in theory, it is available to
very few refugees.

• exposure to violence
• being randomly detained
• having no access to any form of support
• the absence of a durable solution.
Consideration is also given to if it is viable for the
refugee to return to their homeland.
If the refugee cannot safely or viably remain

• Resettlement: this involves moving to a third
country, often a long way away (both in distance
and culture) from the refugees’ homeland.

where they are, and if return is not an option, the
UNHCR assesses their suitability for resettlement.
Because the number of resettlement places is

limited, resettlement is typically only an option

37 countries work with the UNHCR to provide

for less than 1% of the world’s refugees in any

resettlement places to refugees. Most of them

given year.

offer a very small numbers of places and only
a very small proportion of the world’s refugees

The responsibilities of nations engaged in the

are resettled in any one year. The need for

resettlement of refugees have been clearly defined

resettlement signicantly exceeds the number

by the UNHCR. These include providing protection

of places available.

and access to civil, political, economic, social and
cultural rights similar to those enjoyed by citizens.
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While there is talk of durable (lasting) solutions,

The last two of these ways involve refugees

the reality for the majority of the world’s refugees

coming to Australia. They are collectively referred

is that the solutions remain out of reach and they

to as the ‘Humanitarian Program’.

must confront other far less durable solutions;

The Humanitarian Program

such as
• Being ‘warehoused’: spending long periods
(often decades) in limbo without the ability to
exercise their rights or plan for their future.

The Humanitarian Program is managed by the

• Involuntary return: going back to a country
that is not safe because it is seen as the ‘least
worst’ option.

• It provides a durable solution to refugees
and other vulnerable people overseas who
are considered to be in need of protection
and no other solution is viable. These people
are granted permanent visas overseas and
then resettled in Australia under what is often
referred to as the ‘offshore’ component of the
Humanitarian Program.

Department of Home Affairs (DHA)17 and performs
two key functions:

• Engaging in secondary movement: using
available resources to travel onwards in
search of a country that can provide effective
protection.
Australia’s Response to Refugees

• It provides protection to people who are
already in Australia, have valid fears about
returning to their country and are determined
to meet the definition of a refugee. This is often
referred to as the ‘onshore’ component of the
Humanitarian Program.

There are many ways in which the Australian
government seeks to address the issue of forced
displacement. These include:
• working through the United Nations and with
countries in our region to address the causes
of displacement

Australia has been resettling refugees in significant
numbers since the end of the Second World

• helping countries improve their governance
and human rights observance through dialogue
and training

War. During this time, over 860,000 people from

• providing humanitarian assistance to refugees
through the overseas aid program

states (with the USA and Canada) supporting

many parts of the world have been resettled and
Australia is one of the top three resettlement
the UNHCR, together these countries provide
approximately 90% of the resettlement places

• providing resettlement places

each year. However this still falls well short of

• granting asylum (a protection visa) to people in

demand for resettlement of refugees.

Australia who fit the definition of a refugee.

17. Until the end of 2017, the program was managed by the Department of Immigration and Border Protection (DIBP)
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Management of Forced Migration into Australia

Throughout its history, Australia’s resettlement
(offshore) program has had support from both

The size and composition of the Humanitarian

major political parties and has also received

Program is determined each financial year

(largely) widespread support from the public. The

(1July – 30 June) by the Federal Government

onshore program is much more controversial.

after a detailed process of consultation.

Much of the controversy is underpinned by
misinformation and confusion (see later section

The number of Humanitarian Program visas

on Myths and Facts).

granted varies from year to year. Visas granted
between 2010 and 2016 for the categories within

Irrespective of if refugees come through the

the Humanitarian Program are shown in the table

offshore or onshore programs, they have to

below18. For figures for the current program year go

meet strict criteria set out in Australian law. In

to website of the Department Home Affairs: www.

addition, applicants must also undergo health and

homeaffairs.gov.au and look at their annual report.

character checks to satisfy public interest criteria.

In 2016-2017 there were the following grants:
Refugees (6,642), Special Humanitarian (5,407),
Onshore Protection (1,711) and Special Allocation
(8,208). This totalled 21,968.

MANAGEMENT OF FORCED MIGRATION INTO AUSTRALIA

Humanitarian PROGRAM GRANTS

20

BY CATEGORY 2010-16

2010 11

2011 12

2012 13

2013 14

2014 15

2015 16

5,975

5,992

12,012

6,501

6,002

8,284

2,966

714

503

4,515

5,007

7,268

4,820

7,038

7,504

2,750

2,747

2,003

28

9

-

2

-

-

12,789

13,744

20,019

13,768

13,756

17,555

18. Statistics from the Department of Home Affairs. The ‘other’ category includes visa granted for a range of reasons such as for
medical reasons/treatment. The ‘special allocation’ category - the government made an additional commitment of 12,000 places
for refugees from Syria and Iraq, which was delivered over 2 years.
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The Refugee Program (visa subclasses 200,

Onshore Protection (visa subclass 866) is

201, 203 and 204) targets people living outside

granted to people who arrive on a temporary

Australia in refugee camps or urban settings

visa (such as a tourist, student or working

where cases have been referred to Australia for

holiday visa) and apply for asylum. The number

resettlement. Included in this group is a special

of visas granted each year has been limited to

visa subclass set aside for Women at Risk (visa

2,750 since 2013. People considered to be

subclass 204), with 1,607 of these visas granted in

refugees after this number of visas is granted

2016-17.

must wait until the following program year for their
visas to be granted.

The Special Humanitarian Program (visa
subclass 202) is for people who are proposed

Prior to 2013, this visa was also granted to

(sponsored) by someone in Australia. This is

asylum seekers who arrived by boat and were

typically a relative, friend or community group who

determined to be refugees. These refugees are

must also commit to supporting the new arrival(s).

now only granted temporary visas (Temporary
Protection Visas or Safe Haven Enterprise

Since July 2017 those who propose someone

Visas) and the numbers are not counted in the

under the Special Humanitarian Program have

Humanitarian Program.

had the option of making additional financial and
practical committments and as a result make use

The composition of the offshore program varies

of the Community Support Program (CSP).

from year to year, reflecting the resettlement needs
at the time. The following table shows the top 10

MANAGEMENT OF FORCED MIGRATION INTO AUSTRALIA

entrants groups in 2014-15 and 2015-16:19

HUMANITARIAN VISA GRANTS TOP 10 COUNTRIES 2014-2016
5000
4500
4000
3500
3000
2500
2000
1500
1000
500
0

Iraq

Syria

Myanmar

Afghanistan

DR Congo

Bhutan

19. Statistics from DHA. Go to www.homeaffairs.gov.au for up-to-date statistics.
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The top 5 entrant groups in 2015-16 and 2016-17

Not every asylum seeker will be recognised

were Iraq, Syria, Myanmar, Aghanistan and Iran.

as a refugee, but every refugee is initially an

Go to the Department of Home Affairs website for

asylum seeker.

more information. www.homeaffairs.gov.au

At different stages in recent history, asylum

Asylum Seekers

seekers came to Australia in two ways – by plane

It is important to make the distinction between

applications are processed is determined by the

or boat. Their entitlements and the way their

refugees and asylum seekers because the services

way they arrived. So too are the visas they receive

to which they are entitled to are different.

if they are found to be a refugee.

An asylum seeker is someone who is seeking
protection and whose claim has not yet
been decided.

Mode of Arrival

Entitlements During Status
Determination

If Refugee Status Granted

Remain in community
Permission to work
Permanent Protection Visa

Medicare entitlements

Air (plane)

Receive 89% of Special Benefit
if eligibility criteria met

Initially detained
Most released into community
Sea (boat)

on Bridging Visas

Applications finalised

Receive 89% of Special Benefit

before August 2012

Permanent Protection Visa

if eligibility criteria met
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Mode of Arrival

Entitlements During Status
Determination

If Refugee Status Granted

Initially in held detention
Many released under
Community Detention
arrangements (i.e. living in
community but still technically
Sea
Arrived before August
2013

Temporary Protection Visa (TPV)

detained and subject to strict
conditions such as curfews).

or
Safe Haven Enterprise Visa (SHEV)

Subject to ‘fast rack’
processing which uses a
restricted definition of ‘refugee’
and limits appeal options.20

Australian government’s position is that

Transferred to Manus Island
Sea
Arrived after

they will not come to Australia.

(males) or Nauru (families,
women and unaccompanied
children).

Options for most are resettlement in a
third country or return.

August 2013

All asylum seekers live in a state of limbo, waiting

If an asylum seeker is found not to be a refugee,

for a decision on if they will be allowed to stay.

and there are no other compelling grounds for

The decision making process can be very slow

him/her to remain in the country, they must return

and anxiety levels can be extremely high.

to their country of origin. Failed asylum seekers
are encouraged to do this voluntarily (rather than
being forcibly deported) and return assistance is
offered through the International Organisation
of Migration.21

20. See the Department of Home Affairs’ website (www.homeaffairs.gov.au)
21. See www.iom.int
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Myths and Facts
Before moving on to look at how to support
refugees, it is important to look at some of the
more common perceptions about refugees and
asylum seekers to ensure that you have the facts
to counter the myths.
Popular Perception

Fact
The majority of refugees in the Australian community have come as part

All refugees come by

of the offshore program. They have been selected for resettlement while

boat.

overseas, they have been through a very thorough selection procedure
prior to the grant of their visa.
Article 14 of the Universal Declaration of Human Rights:
Everyone has the right to seek and enjoy in other countries asylum
from persecution.
The Refugee Convention was drafted to ensure those fleeing persecution
received protection, and that the responsibility for providing this protection

People should not

was shared between the countries that had signed the Convention.

come to Australia to

Australia was one of the key drafters of the Refugee Convention, and its

seek asylum.

signature brought the Convention into force.
As a signatory State, Australia is bound to provide protection to people
determined to be refugees in its territory.
Australia is not obliged to provide resettlement places. This is a voluntary
contribution that Australia makes to assist the UNHCR and to support
refugees already in Australia to reunite with those close to them.
Article 31 of the Refugee Convention:
The Contracting States shall not impose penalties on account of their illegal

Asylum seekers
are illegal.

entry or presence on refugees.
It is an administrative requirement that everyone entering Australia must
hold a valid visa. Referring to asylum seekers who come by boat as ‘illegals’
suggests they have committed a criminal offence. This is not the case.
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Popular Perception

Fact

Those who come

The majority of the asylum seekers who came to Australia by boat were

by boat are

considered to be refugees. In 2012-13 (the last year before processing was

economic migrants.

halted), 88% of applications were successful.

Refugees are a

Prior to the grant of a protection visa, extensive checks are done to ensure

security threat.

that the refugee will not pose a threat to Australia.
Article 33 of the Refugee Convention:
No Contracting State shall expel or return a refugee in any mater whatsoever
to the frontiers of territories where his (or her) life or freedom would be
threatened on account of his (or her) race, religion, nationality, membership

Refugees should go

of a social group or political opinion.

back to where they

This is referred to as ‘The Principle of Non-Refoulement” and is seen as the

came from.

foundation of refugee law.
By definition, refugees are people who can’t go home.
Under law (both international law and customary law), countries have
obligations to ensure refugees are not compelled to go back to their country
of origin.

‘Genuine’ refugees
aren’t able to pay
people smugglers.

Asylum seekers take
places away from
‘genuine’ refugees.

There is nothing in the refugee definition about refugees being poor. In
fact, it is often people who have status within society that are targeted by a
dictatorial regime. These are people who know their rights and find ways to
exercise them.
People considered to be refugees in Australia are no less ‘genuine’ than
refugees elsewhere. They have rights set out in international law and
Australia. Australia, as a signatory to the relevant treaties, is obliged to
respect these rights.
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Popular Perception

Fact
There is no queue. Nor is there anything in law that says refugees must wait

Asylum seekers are

for the UNHCR to find a solution for them. At current resettlement rates, a

queue-jumpers.

refugee could wait 200 years to be resettled. Given this, it is not surprising
that those who have resources try to find safety on their own.
It is true that in their early years after arrival, many refugees are dependent
on welfare and find it hard to get employment. Evidence22 exists, however,
that after this initial period, refugees make a significant contribution to
Australian society in many ways, not only economic.

Refugees don’t
contribute to Australian
society.

The refugees we see in Australia are those with the resilience, tenacity and
drive to have survived to get to Australia, they draw on these same qualities
to build a new life here.
Many refugees are highly entrepreneurial and set up business, employing
other Australians (Sir Peter Abeles, Larry Adler). Others contribute through
medicine (Munjed al Muderis) and the arts (Judy Cassab, Anh Do, Henry
Szeps). The Governor of South Australia, Hieu Van Le, is a former refugee, as
is the 2017 NSW Australian of the Year, Deng Adut.

For more information about refugees and asylum
seekers look at:
Refugee resettlement to Australia: what are the
facts? Parliament of Australia. Available at www.
aph.gov.au/About_Parliament/Parliamentary_
Departments/Parliamentary_Library/pubs/rp/
rp1617/RefugeeResettlement
Or go to the following websites:
www.refugeecouncil.org.au
www.amnesty.org.au

22. See, for example Graeme Hugo: A Significant Contribution: The Economic, Social and Civic Contribution of First and Second
Generation Humanitarian Entrants, 2011, on www.dss.gov.au)
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Topic 3 Assessment Tasks
Please answer the following and submit on the date indicated by your trainer.
1. What does the Refugee Convention say about the rights of refugees in relation to non-discrimination,
religion and access to housing, public education and public relief?
2. It is generally accepted that the Principle of Non-refoulement is the most important part of the refugee
protection framework. What is this and what obligations does it impose on countries?
3. Visit the UNHCR website to find current statistics to answer the following questions:
i. How many forcibly displaced people are there in the world?
ii. How many refugees are there globally?
iii. Which country has produced the most refugees?
iv. Which country is hosting the largest number of refugees?
4. What are the two key functions of Australia’s Humanitarian Program?
5. Visit the Department of Home Affairs’ website to get the information you need to complete the
following table:
Visa
Subclass

Visa Name

People it is granted to

200
201
202
203
204
866
785
790
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6. What are the top 5 countries that offshore program entrants came from in the last financial year?
7. For at least 2 of these countries, write a brief description (approximately ¼ page) of why people
are fleeing.
8. Amongst the refugees fleeing these countries, are there groups of people that are considered to be at
risk
and why?
9. Are there any changes in the top 5 countries compared to the previous year’s program? If so, why do
you think this might have happened?
10. Do a straw poll with your friends. Ask them what words they associate with the word ‘refugee’. Make a
list of these words and group them according to whether they are ‘positive’ or ‘negative’.

Positive

Negative

Look at the words you have gathered. Based on what you have learnt, consider how accurate these
descriptions of refugees are. What do you think might be influencing public perceptions?
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Another definition of settlement comes from a

In TOPIC 4 you will learn about:

Canadian organisation providing services for

• what ‘settlement’ means in the refugee
context

migrants. It defines settlement as:

• refugees’ settlement needs

ideally, immigrants would achieve full equality and

… a long-term dynamic process through which,
freedom of participation in society, and society

• the services available to refugees

would gain access to the full human resource

• the principles and standards that underpin
the delivery of settlement services.

potential in immigrant communities.24
One thing both definitions agree on is the

importance of empowering entrants and ensuring

NOTE: in Topics 4 and 5, the main focus is on

they become self-reliant. There is a strong

working with refugees who are building lives in

view that the welfare model (where everything is

Australia versus asylum seekers who do not

done FOR the person) is a thing of the past and

yet know if they will be able to stay in Australia.

that there needs to be a model that builds on

In Topic 6 you will learn about working with

continuous settlement achievements through the

asylum seekers.

promotion of independence.

Definition of Settlement

Settlement Needs

‘Settlement’ is a term that everyone uses but

While refugees have many of the same settlement

a simple definition is hard to find. The Oxford

needs as other migrants, for example they will

Dictionary defines ‘settle’ as meaning: “to

need somewhere to live, some form of income

establish or become established in an abode

etc; they also have needs that are from voluntary

or place or way of life”. But when you add the

migrants, not least because they are likely to:

displacement that refugees experience, the term

• be traumatised by their experiences

‘settlement’ takes on new dimensions.

• have had long periods when they had poor food
and little medical care

The government has defined settlement as:
…the process of adjustment you experience as

• be affected by not having had any control over
their lives

you become established and independent in
Australia.23

• fear and/or distrust government, the military and
the police because of past experiences
• lack of financial resources and belongings.

23. At www.border.gov.au/living-in-australia/settle-in-australia/settling/
24. Ontario Council of Organisations Serving Immigrants (OCASI) at http://atwork.settlement.org/sys/atwork_library_detail.asp?doc_
id=1003507
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Often when people think about the needs of
Practical Needs

refugees, they think in terms of very practical
things, forgetting that there are other needs –
those that relate to how the person feels, thinks

Initial information and

and reacts.

orientation

It is important that those responsible for meeting

Accommodation

refugees’ practical needs recognise that they also
have a responsibility to recognise and meet their
emotional needs.

Needs
Safety
Trust
Control over the

Household goods

environment

Language

Ability to plan for

Education
Income support
Employment
Health care
Torture-trauma
counselling
Legal assistance
Connection to their own
community
Religious expression
Leisure and recreation
Becoming part of the
wider community
Support for special
needs groups (eg
unaccompanied minors,
sole parents, people with
a disability etc)
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Emotional

the future
Restoration of
sense of dignity
Regaining a
sense of self
worth
Regaining
a sense of
belonging
Maintaining
relationships
within the family
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• There are trends in the way refugees feel about
their new life and these change over time.

Stages of Settlement
It is recognised that refugees go through different

• The emotional journey of a refugee (shown by
the wavy line) is more like a roller coaster than
a steady path.

stages as they adapt to life in their new country.
The Centre for Multicultural Youth uses a
graph (below) to describe the stages/ phases

• If refugees receive appropriate support in
a timely manner, they will move towards
integration into their new community. If they
are not supported, there is a chance that they
will end up being marginalised.

of adjustment in a graphical form. This graph
highlights three important aspects of the
adjustment process.

Centre for Multicultural Youth: Information Sheet No. 14. 200625
The stages are sometimes called different names.

This is often complicated by cultural differences:

There is no set time frame for people to move

some cultures have a strong community focus.

through the stages. Not everyone will go through

The presence or absence of members of their

all of the stages.

extended family is also likely to have an impact on
ease of adjustment to life in Australia.

Within one family, individuals will move through
the stages at different rates.

25. http://www.cmy.net.au/Assets/288/2/InfoSheetNumber14-RefugeeYoungPeopleResettlement.pdf
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Indicators of Settlement

The table below includes indicators that are
linked to services provided for refugees AND

The following table26 provides a way of

indicators that focus on how the person feels

thinking about how well a person is settling

and what they are able to do. Both sets of

into life in Australia.

indicators are equally important when considering
if settlement is successful.
Settlement in Australia

Outcome:

Life
Satisfaction
Settlement

Social

Economic

Personal

Dimensions:

Participation

Well-Being

Well-Being

Independence

and being
Connected
to the
Community

Access to
transport

English
proficiency
Participation
in education

Access

Employment

Physical

circumstances

Key

and training

Level of income

Settlement

Participation

Level of debt

in community

Indicators:

life (e.g.
school,
sports)

health

and use of
community and
government

Mental

services

health

Source of

Job satisfaction

Self-esteem

income

Satisfaction with

Relationships

Ability to

accommodation

Citizenship

make life
choices
Gender

Sense of
belonging in
Australia
Sense
of being
treated well
by the local
community
Level of
discrimination
and cultural
and religious
expression

equality
Demographic Attributes
Country of birth, gender, age, marital status, family status, location, years of schooling, work
experience, length of time in Australia
26. From The Settlement Journey: strengthening Australia through migration www.dss.gov.au/our-responsibilities/settlement-services/
the-settlement-journey-strengthening-australia-through-migration
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Another way to look at settlement is to consider
the things that assist refugees to adjust to life in
Australia. It is worth looking at two studies.
1. The Australian Institute of Family Studies is
currently undertaking a longitudinal study
into what helps or hinders the successful
settlement of humanitarian entrants.27
They are following 1,500 individuals and
their families (close to 2,400 people) from
35 countries who arrived in 2013. Their first
report gives some interesting insights into the
experiences of new entrants. Of particular
relevance is what the refugees said were the
things that most helped them to start their
new life in Australia:

Things that Helped New Entrants Start a New Life in Australia

27. Building a New Life in Australia. Australian Institute of Family Studies: www.aifs.gov.au
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Services Available to New Entrants

2. A study28 set out to explore with young people
(aged 18 to 25) from a range of refugee
backgrounds what ‘settlement’ means to them
and what they considered to be the things that
assisted and hindered settlement.

Over time, Australian governments have remained
committed to resettling refugees from overseas
under Australia’s offshore resettlement program.

In summary, the research found that young

The government also recognises that refugees

people from refugee backgrounds:

need special help from both government and the
community sector after their arrival because of

• define ‘settlement’ in terms of how they feel
(safe, secure, connected and empowered)
rather than what they have (e.g. house or
income)

their past experiences29. The Government funds
additional support programs for humanitarian
entrants over and above the general settlement
services.

• see ‘successful settlement’ as having
many elements which combine having the
basic necessities and being able to engage
confidently with the wider community

Refugees receive support from a wide range of
sources including:
• Department of Social Services (DSS) funded
organisations

• define ‘unsuccessful settlement’ in terms
of isolation, inability to meet basic needs;
lack of security, lack of organisation and
unresolved trauma.

• services provided or funded by other
government (federal, state and local)
organisations
• services that receive funds from the community
and/or religious institutions
• volunteers from both refugee groups and the
mainstream community.

28. Perspectives of Settlement: Views of young people from refugee backgrounds. University of Sydney, Multicultural Development
Association and Centre for Multicultural Youth. 2013.
29. See Topic 3.
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The following table shows some of the main programs that support refugees.
DSS Funded Programs

Key Programs Funded by Other Government Organisations

Humanitarian Settlement

Translating and Interpreting Service (TIS)

Program (HSP)
This program commenced
in mid 2017 replacing the
Humanitarian Settlement
Services (HSS) and Complex
Case Support (CCS) programs
Settlement Services
Program (SSP)30

Adult Migrant English Program (AMEP)
English as a Second Language Program (ESL)
Unaccompanied Humanitarian Minors (UHM) Program
Specialist Torture and Trauma Services
Specialist Health and Mental Health Programs

In addition, refugees31 have the same entitlements

Up to date information about DSS-funded

to mainstream services as all other permanent

programs can be found on the DSS website: www.

residents and citizens of Australia, including but

dss.gov.au. Information about other key settlement

not limited to:

programs can be found as follows:

• Centrelink

Torture and Trauma Counselling Services:

• Medicare

• Forum of Australian Services for Survivors of
Torture and Trauma (FASSTT): www.fastt.org.au

• jobactive
• Public housing and community housing

Refugee Health:

• Family support programs

• NSW: Refugee Health Service: www.swslhd.
nsw.gov.au/refugee/

• Youth programs

• NT: www.gpnnt.org.au

• Aged care

• Qld: Mater Online: www.materonline.org.au/
services/refugee-services

• NDIS
• Primary, secondary and tertiary education

• SA: Migrant Health Service: www.sahealth.
sa.gov.au

• Sport and recreation programs etc.

• TAS: www.dhhs.tas.gov.au

30. From early 2019 the Settlement Support Program will progressively be replaced by the Settlement Engagement and Transition
Support (SETS) program.
31. As will be discussed later in this section, refugees with temporary visas (TPVs or SHEVs) have limited eligibility for some services.
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• VIC: www.health.vic.gov.au/diversity/refugee.
htm

Coordination of Initial Settlement Support

• WA: Refugee Health Clinic: www.pmh.health.
wa.gov.au/services/refugee_clinic/

taking the lead role during the initial settlement

One organisation is made responsible for
period (i.e. the first 6 to 12 months). This is
the organisation funded under Humanitarian

The Department of Social Services (DSS) takes

Settlement Program (HSP). Different organisations

the lead in ensuring that the needs of refugees are

operate in different locations.

met by its programs, and by the programs of other
federal, state and local government agencies. To

There are some things that are important for you,

do this DSS:

as a volunteer, to know about the early support

• gathers data about settlement outcomes

provided to refugees:

• conducts research and evaluates programs

• The HSP providers are funded to assess the
needs of refugees when they first arrive, and
develop a plan to address their short-term
settlement needs.

• funds specialist programs that respond to
identified needs
• maintains regular dialogue with other
government agencies

• While you might not be responsible for
developing settlement plans, they might be
relevant to you and the support you have been
asked to provide and if so, you should ask to be
briefed about the settlement plan.

• promotes interagency coordination of policy
and programs
• oversees the national planning framework for
settlement service delivery.

• Refugees have a Case Worker (supported by
a Case Manager) and this person has the best
understanding of the ‘total picture’ regarding
the entrant, and an overview of the services
they have been linked to.

State and Territory governments also play an
important role in planning and service delivery. See:
• www.multicultural.vic.gov.au

• If you have any concerns about a refugee, it
is important to contact the Case Worker to
discuss these.

• www.multicultural.nsw.gov.au
• www.multicultural.qld.gov.au

• You are not the only person supporting the
refugee(s). You are part of a team. Your actions
complement rather than conflict with support
provided by others working with them.

• www.multicultural.sa.gov.au
• www.equalopportunity.wa.gov.au
• www.dpac.tas.gov.au
• www.dhcs.act.gov.au
• www.multicultural.nt.gov.au.
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After about 6 months of intensive work with the

A Safe Haven Enterprise Visa or SHEV lasts for

refugee(s), the HSP provider will begin to link them

5 years. If the holder of this visa is employed or

with other service providers who can support

studies full-time in a regional area for 3½ of the

them over a longer timeframe. Some of these

years and does not claim certain social security

will provide ongoing casework support if this is

benefits during this time, he or she might be

required. Many organisations providing this service

eligible to apply for a permanent visa when their

are funded by the Department of Social Services

visa expires.

under the Settlement Services Program (SSP),

If they do not meet the residency conditions or

or by state or local governments. Other services

those attached to a permanent visa, they will be

provide targeted assistance in areas such as

able to apply for a further SHEV or a TPV.

health and employment, or for particular groups
such as youth and women.
Refugees on Temporary Visas
The description of settlement services above is
relevant for refugees who have a permanent visa.
Since 2013, some of the people granted refugee
status in Australia have been given temporary
visas which have different entitlements.
Asylum Seekers who arrived by boat and were
determined to be refugees had the option of
applying for one of two types of visas:
• Temporary Protection Visas (visa subclass
785); or
• Safe Haven Enterprise Visas (visa
subclass 790).
A Temporary Protection Visa or TPV is valid for
3 years. At the end of this time, the holder must
make a new application for refugee status and
the protection claims will be examined again. If
the person is determined to still need protection,
a further TPV will be granted.
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The differences in service entitlements for refugees
on permanent and temporary visas are set out
below. More detailed information can be found
on the Department of Home Affairs’ website at
www.homeaffairs.gov.au
Permanent Visa
Initial Settlement Support

Eligible32

Not eligible

Eligible

Not eligible

Ongoing Settlement Support (SSP)

Social Security

TPV or SHEV

Eligible for all
Centrelink services

Limited eligibility: Special
Benefit, Rent Assistance,
Family Assistance

English Language

Eligible

Eligible

Employment

Eligible

Eligible

Health

Eligible

Eligible

Mental Health

Eligible

Eligible

School Education

Eligible

Eligible

Tertiary Education

Eligible

Able to sponsor immediate family

Eligible

Asylum seekers, i.e. those whose claims for

Eligibility varies according to
state of residence
Not eligible

The Role of the Community Sector

refugee status are not yet finalised, have different

While government organisations play an important

entitlements. These will be explored in Topic 6.

role in planning service frameworks, most service
delivery is done by the community sector. As a
volunteer you are most likely to volunteer with
a community organisation. Refugees come into
contact mostly with the community sector.

32. Holders of a permanent visa subclass 866 (the visa granted to successful asylum seekers who arrived by plane) have only
conditional access to initial settlement support.
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There are many different groups who come under

It is recognised that if service delivery is to

the broad title of ‘community sector’. They include:

function efficiently, there must be effective
communication between the policy/funding

• community-run organisations

bodies and those who are providing the services.

• church/religious based organisations

This occurs at many levels, from the specific
project level to the policy level. Each state and

• ethno-specific community welfare organisations

territory has forums that provide opportunities

• volunteers

for community organisations to discuss

• proposers (sponsors) and community based
support organisations.

program operation with the relevant government
organisations. At the national level, peak nongovernment organisations (NGOs) meet with key

In addition, there are other organisations that

organisations on a regular basis.

perform the same or similar functions they are:
• for-profit companies
• some service delivery agencies of government.
Government funding is very important for this
sector. Some community organisations do not
receive any government assistance. Many others
balance government funding with funding from
their constituency and/or from fundraising.
Between them, the community sector
organisations, volunteers and proposers provide
most of the key services to refugees and those
available to all migrants.
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Client Interface Principles

vii. A central point of contact: the Client
has one Case Manager who is the central
point of contact and assumes overall
responsibility for the duration of the
delivery of Settlement Services.

There is a set of principles for engaging with
clients that applies to the work done by the
organisations that support the crucial first 6 to 12
months of the refugees’ settlement33. They provide
good guidance for all settlement service delivery:

viii. Quality and continuity of care: Settlement
Services must be delivered in an orderly and
uninterrupted manner so that Clients are
satisfied with both the interpersonal aspects
of case and the coordination of the care
they receive.

Client Interface Principles
i.

ii.

Client Centred: outcome goals and
activities are developed in collaboration with
the Client and are tailored to each Client’s
needs and personal circumstances.

ix. Sustainable Client Settlement Outcomes:
Settlement Services must focus on
achieving sustainable Client Settlement
Outcomes by developing Client skills
and competency, supporting realistic
expectations and transitioning Clients to
independence, other settlement services
and/or mainstream service systems.

Respect: Clients are individuals who have
the inherent right of respect for their human
worth and dignity.

iii. Client participation: Clients are
active participants in the Case
Management Process.

x.

iv. Life strengths approach: each individual
has strengths that must be the focus of
the interaction between the Case Manager
and the Client. The delivery of Settlement
Services must draw upon Client strengths,
with the aim of assisting Clients to
participate fully and independently in the
Australian economy and society.
v.

Regular engagement: Case Managers
must regularly engage with Clients to
build rapport, and to identify and address
changing needs of Clients.

Each of these principles are important but there
are three that are of particular relevance to
your work as a volunteer when supporting the

Flexibility: Settlement Services are
delivered in a way that suits the individual
Client needs and is varied according to the
changing needs of the Client. This tailored
Case Management approach identifies the
need for, and prioritises, early intervention
strategies as required.

organisation’s clients. These are the principles that
refer to:
• respecting the human worth and dignity
of clients.
• ensuring that clients contribute to decisions
that affect them and have influence over their
settlement pathways.

vi. Children and young people: the best
interests of children and young people are
considered a priority.

• ensuring that support builds on individual
client strengths and promotes client capability
and independence.

33. As set out in the tender documentation for the delivery of the Humanitarian Settlement Program.

66

CHC14015 Refugee Resettlement – Participant’s Workbook

Topic 4: Refugee Settlement (continued)

SCOA’s Settlement Service Standards

References

In May 2016, the Settlement Council of Australia

New Beginnings: Supporting New Arrivals on

(SCOA) launched its National Settlement

their Settlement Journey. DSS. www.dss.gov.

Services Outcomes Standards . These came

au/sites/default/files/documents/01_2014/new_

34

out of an extensive round of consultation within

beginnings_access.pdf

the sector and aim to:

Empowering Refugees – A Good Practice Guide to

• ensure consistency and the maintenance of
high quality settlement services across Australia

Humanitarian Settlement. DSS. www.dss.gov.au/
our-responsibilities/settlement-and-multicultural-

• encourage best practice and promote a culture
of continuous improvement

affairs/publications/empowering-refugees-a-good-

• strengthen service delivery, client outcomes
and impact

The People of Australia: Australian Multicultural

• provide a reference point for organisations to
use in periodic reviews of service delivery

and recommendations to government. 2010. www.

practice-guide-to-humanitarian-settlement
Advisory Council’s statement on cultural diversity
border.gov.au/about/stakeholder-engagement/_
pdf/people-of-australia.pdf

• stimulate capacity building within organisations
and the sector more broadly.

Beginning a Life in Australia. DIAC (now DSS).
Available in 40 languages.

The Standards align with the Government’s
National Settlement Framework and the Client

www.dss.gov.au/our-responsibilities/settlement-

Interface Principles (see above). They are also

services/beginning-a-life-in-australia

intended to reflect human rights principles and a

Life in Australia. DHA. www.homeaffairs.gov.au/

client-centred approach.

living-in-australia/values/book/
Map of Settlement Services in Australia.
Settlement Council of Australia.
http://maps.google.com.au/maps/ms?hl=e
n&ie=UTF8&msa=0&msid=101535499778
816210955.00047393d145159bde0cf&ll=23.402765,142.734375&spn=35.96393,112.14843
7&z=4

34. See www.scoa.org.au
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Topic 4 Assessment Tasks
Please answer the following and submit on the date indicated by your trainer.
1. Have you ever moved to a new country/state/suburb? In about 500 words, write about this experience
focusing on how you felt, the things you found most challenging, the things that helped you, and the
things that you would have liked to have happened but didn’t. If you haven’t ever moved, try to imagine
how you would feel.
2. In the past, governments spoke about the importance of ‘assimilation’. Now the focus is on
‘multiculturalism’. How do these policies differ?
3. What are the areas where support is provided to new entrants under the Humanitarian
Settlement Program?
4. Why is learning English so important for newly arrived refugees?
5. What do you think some of the challenges refugees might face in learning English?
6. Why do you think finding employment might be so important for refugees?
7. Using the internet and your local connections, develop a directory of settlement services for your
local area:

NAME OF YOUR LOCAL AREA:
Service

Provider

Website and Contact Details

Humanitarian Settlement
Program
Settlement Services Program
Refugee Health Service
Trauma Counselling Service
Adult Migrant English Program
Intensive English Centre
jobactive Agencies
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8. Many State Governments have specialist refugee programs. Search the internet to research those
relevant to your state and write a summary of two of the services (max. half a page).
9. Why do you think governments are committed to providing specialist support to refugees?
10. In the text, reference was made to the three Client Interface Principles as being of particular
relevance for volunteers. Explain what these principles mean for you as a volunteer and why they
are so important.
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Topic 5: Strengths Based Approach To
Supporting Refugees
Newly arrived refugees do not have knowledge

TOPIC 5 is all about how you engage with

of the things we take for granted – laws, routines,

refugee and the things you need to know

behaviours and everyday expectations. They

and do in order to demonstrate respect and

don’t know what is ‘normal’ in Australia, and often

empower refugees to engage in all aspects of

things don’t make sense. For these reasons they

their new life in Australia.

end up relying heavily upon empathy from each
other and sympathy from the host society to try

Introduction

to find their way in their new country.

In the previous sections we looked at how

We must not lose sight of the fact that they do

refugees come to Australia, the visas they hold

have life skills (many of which ensured their

and the services they are entitled to when they get

survival) and they do have knowledge. However,

here. All of this is really important to know but it

the skills and knowledge they have are not

doesn’t address how you – as a volunteer – can

necessarily what they need in Australia and they

help someone who has come to Australia to build

have to learn a whole new set of life skills to

a new life for themselves and their family. It’s time

operate effectively in their new environment.

to look at this now.
Refugees come from many countries, each
of which has different religious, cultural and
political values. Some are from developing
countries but are settling in industrialised and
urbanised societies; others come from privileged
backgrounds where they would have had little
experience with managing ‘daily chores’. Every
refugee faces significant challenges learning about
Australian life and adjusting to it.
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What is a Strengths Based Approach?

The following are core elements of a strengths
based approach:

It is very easy to look at a newly arrived refugee
many, the next step in such cases is to do things

• understanding the conceptual gaps that the
particular refugees are likely to have

for the refugee because this is about ‘being kind

• identifying their strengths

and see them as someone who ‘needs help’. For

and helpful’. The problem with this approach is

• assessing the refugee’s capacity to absorb
unfamiliar concepts and apply these when
performing unfamiliar tasks

that it creates dependency and does not allow
the refugee to learn the things necessary for them
to become an independent and fully functioning

• creating a safe space in which refugees can try
out new things

member of the community.
You will recall the Department of Social Services’

• giving refugees the confidence to admit when
they don’t know

Humanitarian Settlement Service Principles
(as covered in Topic 4) which say that those
• promote humanitarian entrants’ competence

• building a training plan that incorporates the
above, which focuses on empowerment and is
underpinned by respect for the refugee.

• discourage dependence

It is necessary to recognise that settlement is a

• involve entrants in making choices
and decisions.

staged process. People listen to and remember

supporting refugees should:

the things they need to know at that point in
time. If what they are being told does not link to

A Strengths Based Approach does this. It is

something they already know or want to find out

a way of working with refugees (or any other

about, chances are they will not take it in.

person needing assistance) that focuses on
identifying and building on their strengths (i.e.
their knowledge, skills and attributes) and creating
a safe environment in which they can learn and
explore to build new knowledge and capacity. This
is the opposite of a deficit model that involves

identifying the things a person can’t do and then
doing them for them.
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Understanding Each Entrant’s Conceptual
Gaps

Where to Find Information

The first step to teaching life skills is assessing

The natural place to search for information
about the background of a particular group

what the entrants know and how they view the

of refugees is the internet. It is necessary to

world. You can:

recognise, however, that some sites are more

• do some research into the lifestyle the refugees
possibly had prior to coming to Australia (in
a camp or urban area) and in their country of
origin. The sorts of things you need to consider
when doing this include if they are from an
urban or rural background, how familiar they are
likely to be with the things they will encounter in
an Australian home etc

reliable than others. Some, for instance, are
controlled by the government that has forced
the refugees to flee. Others (like Wikipedia) are
not necessarily accurate because you don’t
know who is posting the information. The
following are some sites you can rely on for
well-researched and current information:

• talking to the refugees, asking very practical yet
sensitive questions about how and in what they
lived (eg did they live in a house, flat, hut, are
they familiar with common appliances etc)

• UNHCR
• Department of Social Services
• BBC World

• observing the way they react to and interact
with people and things they encounter.

• Amnesty International
• Human Rights Watch

And once you have done all this, you need to put

• US Committee for Refugees

yourself in their shoes and try to see the new
world through their eyes. Only then can you

People from the entrants’ community can also

begin to engage with entrants in a way that will

provide useful insights but you should keep

truly meet their needs.

in mind that these people might have left their
country a long time ago (so don’t necessarily
understand all that the new entrants have been
through) or they might come from a different
religious, ethnic or political group and might
not be sympathetic to the new arrivals.
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What Information to Look for
The things that are useful to know include:
• what is happening in the country of origin that are causing people to flee
• where are they fleeing to
• what are the conditions like for refugees in countries of first asylum
• what language(s) do the refugees speak
• what are the main religious and ethnic groups from this country
• polite ways of engaging with people from this country/culture (see below).
Meeting Refugees for the First Time
There is an old saying: ‘you never get a second chance to make a good first impression’. It is very
important to think about how you behave when you meet refugees for the first time. The things that
are useful to find out before you meet refugees for the first time include the following:
Verbal greetings: how do you say ‘hello’, ‘welcome’ and ‘thank you’ in their language?
Non-verbal greetings: what is the polite way to greet someone, and are there gender issues
to consider?
Gestures: what is the polite way to beckon someone to come with you, sit down etc? And are there
common gestures in our culture that are considered offensive in theirs?
Eye Contact: is it considered polite or impolite to look someone in the eye when you are talking to
them? And are there gender differences?
Protocol: is it culturally appropriate for you to address questions and instructions only to the male head
of the household?
Touch: are there sensitivities about touching children or someone of the opposite sex?
Attire: is it important to be very modest in your attire?
Entering the home: are there conventions you should follow such as taking shoes off, asking
permission to enter etc?
Home visits: are there conventions about being a guest in someone’s home e.g. accepting refreshment,
commenting (or not) on the home etc?
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Identifying Strengths

• empathetic: it is important to try to look at the
situation from the position of the refugees and
consider what they might be feeling.

Recognising individuals’ strengths, talents,
attributes and skills is more likely to inspire

• a reflective listener: you need to listen to
the person(s) you are supporting and reflect
on what they are saying – focusing on their
strengths and weaknesses to help you to plan
to develop their skills.

energy for change rather than focusing on needs
and problems.
A good place to start exploring refugees’ strengths
is by asking them about their hobbies or favourite

• observant: you need to observe and there are
many things you need to look out for including:

pastimes. In their answers it is possible that you
will find many strengths and interests. They may
be great communicators, which could lead to paid

• how the people are responding to
your presence

or volunteer work with their communities. They
may love organising, or be good cooks, have

• family dynamics

built their own homes, maybe they are great with

• who the decision makers are within
the family

children, can paint or draw. These are all useful
and transferable skills that can be built upon.

• the health and general well-being of
the refugees

It is often useful to help refugees build an
inventory of the things they are good at and

• their level of confidence and ability to
acquire new skills/knowledge

encourage them to see value in resources that
they might not think about (such as the people
they know). Relationships within their community

• physical signs of anxiety or depression such
as agitation or unusual lack of emotion.

can be very valuable.
Interacting with Refugees

• non-judgemental: volunteering in the human
services area means working with all kinds
of people and refugees are often carrying
more ‘baggage’ than most. This can influence
their behaviour and the choices they make.
As a volunteer, don’t impose your own values
and make judgements about the people you
are supporting.

It is important to build trust ith the refugees you
are working with.
For this you need to be:
• genuinely friendly: smiling is part of a universal
language. If you smile with your mouth and
your eyes, people will think you are there to
help them. Be careful, however, about being
‘too friendly’ as this will be seen as unnatural.
Refugees have become very good at picking up
if people are being honest with them.
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• flexible: if you are flexible and think of
different ways to approach an issue, or focus
on the things that are most important to the
refugees, chances are you will be able to do
the things you set out to do, though maybe at
a different time.

There is a YouTube clip35 where a refugee from
Myanmar tells the story about how when he
got into a taxi, the driver calls him ‘sir’. He said
it was the first time anyone had treated him
with such respect and you can see from the

• patient: many refugees come from worlds very
different to our own; their experiences often
have an impact upon their ability to absorb
information and retain new facts. Remember,
you need to be patient and understanding, it is
unlikely that the people you are supporting want
to be difficult, it is just very hard for them to take
everything in.

way he speaks about the incident how such a
seemingly simple thing had a profound impact
on his sense of self worth.
There are also a number of other things that
you can do to demonstrate respect. These
include:
• calling people by their preferred names
and ensuring you pronounce them correctly

• respectful: it is important to be respectful to
everyone you work with.

• respecting power dynamics within the
family, e.g. be careful not to ignore the head
of family the in discussions about the family
or family members

Respect
While all of the above ways of interacting with

• framing questions in a non-judgmental way

refugees are important, respect is possibly the
one that can make the most difference.

• using verbal encouragement

The refugee experience impacts a persons

• adopting a supportive role

level of self respect. Effective settlement

• providing assistance in the form of
concrete/tangible services, as quickly as
possible

requires refugees to be independent and
resourceful, both of which require the person
to be outgoing and confident. The restoration

• understanding and identifying critical
cultural values and beliefs, especially
where it concerns parenting, family
relationships, child support etc

of dignity and self respect is at the heart of
settlement and the way you view yourself is
derived from the way others treat you.

• asking refugees what their preferences are
for any actions

35. www.youtube.com/watch?v=DS2TMGYdGgA
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Interacting Through an Interpreter

• being mindful of the power differential (i.e.
you know more than they do) and avoiding
abusing your role as the supporter. Your
tone and non-verbal behaviour can indicate
the way you are thinking or feeling and if this
is negative or judgmental, it can damage
your relationship with the refugees.

When thinking about the ways in which you
interact with refugees and asylum seekers, it is
important to consider the impact of interpreters. In
many instances, you will need to use the help of
an interpreter or bicultural worker. There are certain
things you should keep in mind:

Similarly there are a number of things that you

• Be careful to select an appropriate interpreter
and/or caseworker, ensuring that sensitivities
related to gender, ethnicity, religion and other
relevant features have been considered.

should avoid doing, including:

• employing an interrogation style when
gathering information or asking questions,
remembering that closed questions (those
with yes/no answers) can often be
seen as abrupt

• Watch out for any signs that the refugee is
uncomfortable with the interpreter, or is having
difficulty understanding. Even if you don’t know
a single word of the language, you can look for
non-verbal clues.

• using complicated language
• using overly simplistic (‘baby’) language

• Be ‘present’ when things are being translated,
look interested and engaged and don’t flick
through your papers, check the computer etc,
unless there is a good reason for you to do this.

• asking for more information (especially
personal information or details of past
experiences) than you need
• asking refugees to repeat traumatic stories
unnecessarily

• Focus on the refugee. When you are speaking,
look at the refugee, not the interpreter. Similarly,
look at the refugee when the interpreter is telling
you what he or she said. This way the refugee
can see your reactions and feel that s/he is the
person you are interested in, not the interpreter.

• using interview rooms with closed-in spaces
and barred windows.
These things could trigger flashbacks and
adverse reactions and are likely to undermine
any rapport you have with the refugee.
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• think of different ways to explain the same
concept if you feel that the first way was
not understood

Creating a Safe Learning Environment
Despite the fact that most refugees will have had
some exposure to how things operate in Australia

• seek help from bicultural workers

through their cultural orientation training36, the

• be patient.

reality is that they will still face a steep learning
curve when they arrive. They will frequently be in a

It is also good to remember that one of the best

position where they have to admit that they don’t

ways to create an environment where people are

know, don’t understand and feel at a total loss.

able to admit that they do not know is to model

Being out of your comfort zone is distressing

this behaviour yourself. When you do not know

and disempowering, especially for people who

something, admit it and explain how you will find

have experienced significant loss, and who have

out the information.

to rebuild a future in an unfamiliar environment.
You need to provide a safe space for people to

Refugees’ Response to ‘Volunteers’

discuss confusion, difficulties, learning new ways,

In Australia there is a strong tradition of

integrating old and new knowledge and sharing

volunteering and it is natural to expect others

experiences and wisdom.

to understand the role of volunteers and to

Some of the things that you should do when

feel grateful for

creating a ‘safe space’ in a learning context are:

their assistance.

• being very clear about what you want to
communicate

It is important to recognise, however, that

• begin with the simplest tasks/concepts

for many newcomers. In their country, people

formal volunteering is an unfamiliar concept
just helped others out rather than connecting

• ensuring that instructions are very clear

to an organisation or being part of a planned

• breaking tasks/concepts into their component
parts and dealing with each in sequential order

program. So when you say that you are
a volunteer, they might be confused or

• think about other ways the refugee might
perceive things and take steps to steer the
person in the right direction

suspicious or reluctant to engage with you.

• giving lots of positive reinforcement

explain who you are and how you are one of

When you first meet refugees, look out for
any unexpected responses. Take time to
thousands of ordinary Australians trying to

• check comprehension/understanding in a
respectful way

make refugees feel safe and welcome.

• reinforcing the importance of asking questions
and admitting confusion
36. Offshore entrants typically receive 5 days of cultural orientation training from the International Organisation of Migration (IOM)
before they depart for Australia. This is called Australian Cultural Orientation or, more commonly, AUSCO. They also participate in
an orientation program post arrival run by their settlement service provider.
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WAYS OF TEACHING LIFE SKILLS

Focusing on that which is Relevant
When teaching new skills to refugees: the refugees
need to understand the relevance of the thing you
are teaching them. It also has to be something
they want to learn about at that particular point
in time.
Think about a time when you were intent on
getting something done – such as cooking
dinner – and a member of your family came
up to you and insisted you do something else.
How did you feel? How willing were you stop
what you wanted to do?
A challenge for those supporting refugees is
to find the ‘right balance’ between giving
them the skills and information you know they
need to know and giving them the skills and
information they want to know.This requires:
• listening carefully to the needs of the other
Rather than using the same training tools all the

• explaining your ‘side’ clearly and
without emotion

time, you should use a variety of resources that
best suit the refugees you are working with.

• finding a compromise that meets
everyone’s needs.

When you are teaching practical skills, use a three
stage approach:

Ways of Teaching Life Skills

• demonstrate how something is done

It is important to use different teaching methods to
teach life skills.

• do it with the person

There are a range of resource available, including

• watch in silence as the person does it,
intervening only of they ask for help.

flash cards, multilingual information sheets,
posters and DVDs. Talk with your supervisor about
what is best to use and when.
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Rate of Acquisition of Skills and Knowledge

It is important to recognise that the refugees
who come to Australia are survivors. They have

Everyone learns things differently, some more

skills that have enabled them to overcome huge

quickly than others. It is the same for refugees as

obstacles. They have also had to adapt to new

some will:

situations and deal with uncertainty.

• have had more education than others

Entrants who can interact (even at a basic level)

• be confident and outgoing

in English are likely to have both the capacity and
confidence to pick up new skills and knowledge

• be fearful in unfamiliar settings

faster than those who do not.

• like challenges.

So what does all of this mean for those supporting

Each of these things will have an impact on the

refugees? The lessons from the issues raised

ability of the person to learn new things.

above are as follows:

The situation and experiences of refugees and

• accept that everyone is different

other forced migrants affect their capacity to

• be patient: you need to accept that some
clients will take longer than others to absorb
information

absorb and use new information. On the one
hand, the refugees:
• are in an unfamiliar environment and do not
necessarily have the experience that new
information can be attached to

• vary the way you interact with and teach
refugees
• use the information you have gathered about
the person(s) you are supporting to assess their
capacity to learn new concepts and ways of
operating in the new environment

• could be coming from highly gendered cultures
where the roles of men and women, in particular
in relation to dealing with outsiders, are clearly
defined and women face many constraints

• be observant when teaching new skills,
identify the things that the refugees are finding
challenging and on the way they respond to
different teaching techniques

• might have been disempowered by their past
experience, especially if they have spent
long periods in camps where they had few
opportunities to make decisions, plan for the
future or make choices

• present information in a way that builds on a
refugee’s strengths, confirming that a concept is
understood before moving to the next one

• could be impacted by the effects of trauma (see
Topic 6) which include inability to concentrate,
disrupted sleep, hyper-vigilance, irritability etc.

• be flexible and ensure that what you are saying/
doing is the most appropriate way for that client
rather than the easiest one for you.
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Assessment of Acquired Competencies

• empowering refugees to be as independent
as possible, accessing services themselves
as soon as they feel confident to do so

Organisations working with refugees consider
if a refugee has the skills and knowledge to do
things independently and to manage daily routines

• ensuring refugees have opportunities to
learn the skills they need, including
language skills.

without support. Service providers use their own
tools to assess this. Assessments are conducted
using activities such as role plays, observations,

A Strengths Based Approach also means that:

simulated situations and client quizzes.

• we don’t take the easy way out by doing
things ourselves

Ongoing Support

• we don’t make decisions on behalf of
refugees or tell them what to do

While the focus of assistance provided to newly
arrived refugees is in the first 6 to 12 months, the
support does not stop here. One of the key roles

• we don’t assume that we have all the
information and know what is ‘best’

of organisations funded under the Settlement
Services Program is to provide advice and

• we don’t hold information back with an
assumption that ‘it’s not important’ or ‘they
won’t understand it

guidance to refugees and other migrants who
encounter challenges in the first 5 years or so
after arrival.

• we don’t patronise refugees or treat them as
though they must need our help

In summary a Strengths Based Approach
involves37:

• we don’t insist on going with them to
access services to make sure they ‘get
everything right’

• doing things with rather than for refugees
• respecting refugees’ ability to make
decisions for themselves

• we don’t make decisions regarding when,
where and what refugees should learn.

• acknowledging that we are not the experts
when it comes to what refugees need
• refugees we work with in partnership are
the experts
• providing information in ways that are useful
and enable refugees to make decisions
• for themselves
• promoting and supporting independence in
our work at all times

37. Adapted from New Zealand Red Cross Refugee Support Volunteer Resource Book. 2016
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• explain that there are very strict Privacy Laws in
Australia that govern the collection, storage and
disclosure of information

Privacy
You will recall from Topic 1 that there are Privacy
Laws you are bound by and the organisation you

• explain that the organisation you are
volunteering with also has a Privacy Policy

volunteer with will have a Privacy Policy that sets
out what you can and cannot do.

• be aware of where your support and advocacy
may be necessary (even if the refugee may not
sufficiently trust you to ask for help)

When working with refugees you will experience:
• a need to get information from the refugees
in order to assess their needs and provide
appropriately targeted assistance.

• strictly adhere to your obligations not to
disclose any personal information about the
person(s) you are supporting to anyone who
does not have a legitimate right to know.

• refugees’ suspicions about disclosing
information because they don’t really know you
and are not sure how trustworthy you might be.

It is necessary for you to be aware of the

Many refugees owe their lives to their ability

exceptions to confidentiality, in particular where:

to keep information secret, even from family

• the person you are supporting reveals they
have done something that is against Australian
law

members and close friends. They have learned
through experience that people have different
reasons for collecting information and that

• you suspect that a child (person under the age
of 18) is at risk of abuse or neglect

disclosing too much to the wrong person can
be very dangerous.

• you have reason to believe that a person is
likely to harm him/her self or anyone else.

When working with refugees it is important to:
• explain carefully why you are asking the
questions

If the risk is immediate, call 000. If not, contact

• make sure that all of the questions you ask are
relevant to your work recognise that gaining the
refugees’ trust is important

situation in detail and, if required, complete an

your supervisor immediately and explain the
Incident Report Form (see Topic 7).

• actively engage and consult with the refugees in
everything you are doing
• be aware that the refugees might not fully
disclose the first time. They may begin by
telling you a little bit of the story and only once
you have proved to be trustworthy, will more
be shared.
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It can be particularly hard on some of the

Social Media

younger refugees who have never known a
stable life. Young Muslims, for example, see so

Social media can be very helpful for sharing

many negative images of young Muslims in the

information but it can also have many

mainstream media and social media that they find

unintended consequences. Many organisations

it difficult to create an identity of their own.

have social media policies that are intended to
protect their clients, staff and volunteers. It is

The main objective when supporting refugees

important that you ask about this and follow

is to help them to become fully participating

what it says.

members of the Australian community. Integral
to this is making them feel welcome and providing

Even if there is not a policy, there are some

opportunities for them to connect to the wider

common sense rules you should follow when
using social medica as a volunteer:

community.

• If you are communicating with staff or other
volunteers via social media, ensure that you
are using a closed group.

Those wanting to support refugees may over

• Do not say anything about the refugees
or asylum seekers you support on your
personal page(s).

the term ‘refugee’ is something to be proud of.

• Do not post pictures of anybody you
engage with as a volunteer onto Facebook,
Instagram or any other social media site.

Some refugees happily define themselves as

• Politely decline requests from the
organisation’s clients to link to them
via social media (e.g. requests to ‘friend’
or ‘like’)

of their strength and resilience.

compensate for the negativity about refugees
and portray refugees as heroes, suggesting that
The issue is not quite that simple for the refugees
themselves.
‘refugees’ and do so for the rest of their lives. They
might see this as a badge of honour or a symbol
Other refugees want to discard the term as quickly
as possible because they equate ‘refugee’ with:
• all the horrors they have been through

Identity

• the difficulty of their life in exile

The refugees who come to Australia are not

• their failure to protect their life/family

coming into a neutral environment. Many people
have strongly held views about refugees in general

• their abandonment of the struggle in
their homeland

and/or about subgroups such as ‘Muslims’ or
‘boat people’. Some of these are very supportive

• their past (with the present and future being
defined by their status as a permanent resident
or citizen of Australia)

and others are extremely negative. The new
arrivals quickly pick up on this, and it has an
impact on how they view this country as well as
the way they see themselves.
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IT IS EQUALLY IMPORTANT TO ENABLE REFUGEES TO
DEFINE OTHER ASPECTS OF THEIR IDENTITY, NOT LEAST:

It is important when supporting refugees that they
are enabled to define their own identity, and be

DO
THEY
WANT

clear about whether they want to be known as a
refugee and if not, how they want to be identified.

their

COUNTRY
OF ORIGIN
SHOWN

It is equally important to enable refugees to define
other aspects of their identity:
• the name they want to give to their country of
origin (eg Burma or Myanmar, Iran or Persia)
• whether they want to be known as a national
of this country or defined according to their
ethnicity or tribal affiliation (eg South Sudanese
or Dinka, Afghan or Hazara)

DO THEY
WANT TO BE
DEFINED BY

ethnicity
tribe

• the name they want to be known as
• how they want to be addressed, etc.
Being able to redefine identity is a critical step on

WHO
ARE THEY
KNOWN AS

the road to rebuilding their lives.

HOW THEY
WANT TO BE

addressed
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Topic 5 Assessment Tasks
Please answer the following and submit on the date indicated by your trainer.
1. Your supervisor has just informed you that you and your fellow volunteers will be supporting a Yazidi
family and has asked you to prepare a half page briefing on Yazidis that includes the information you
and the other volunteers will need. Submit this briefing, making sure you include references that show
where you have sourced the information.
2. The task that you have been assigned is to teach Joseph, a recently arrived refugee, how to travel from
point A to point B by bus. Explain how you would do this using:
• a deficit approach;
• a strengths based approach.
3. You are on reception duty in a refugee support organisation. A woman who has had no prior contact
with your organisation comes in asking to see a caseworker. She is wearing a hijab and appears
nervous. Her English is limited but you manage to establish that she speaks Arabic. There are various
caseworkers on duty that day. Explain how you would go about selecting the most appropriate
caseworker to refer this woman to.
4. Imagine you are a young Australian-born woman who has been assigned to assist a family from Syria to
settle into their new home. You are becoming increasingly concerned that you are not ‘connecting’ with
either the husband or the wife and as a result, you are not able to support them. Why do you think you
are encountering problems? Explain what you could do to improve things.
5. This activity has three sections. In each, you are required to read a case study and then answer a series
of questions.
Case Study #1
You have been asked to support a recently arrived family from Iran. The husband is 38 years old and
was an academic. His wife is 35 and taught English in a high school. They have two children, girls aged
8 and 10. They are Bahá’í and fled Iran because of religious persecution and after both the parents had
received many threats of violence, the husband had also been dismissed from his position. They spent
three years in Pakistan waiting for resettlement. During this time they could not afford to send their
children to school or to take them to the doctor.
Questions for Case Study # 1:
i. What preparations would you make before you met the family?
ii. What do you think might be their immediate settlement needs?
iii. How would you go about testing these assumptions?
iv. What support services would be involved in meeting their initial settlement needs?
v. Explain what additional support the children will need and why.
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Case Study #2
Mohamed, a 30 year old man from Myanmar comes into the centre at which you are volunteering. You
are asked to do the initial assessment. With the assistance of an interpreter, you establish that Mohamed
arrived in Australia in 2012 by boat and was recently granted a protection visa. His wife and three
children are living in a refugee camp in Bangladesh, and he is very worried about them as their living
conditions are very poor and their only source of income is the money he sends. On route to Australia he
was badly beaten and as a result of this, has limited use of his right arm. Mohamed speaks some English
and before fleeing Myanmar, he had completed 4 years of high school. In Bangladesh he earned money
by trading.
Questions for Case Study # 2:
i. What would you do to prepare for your first session with Mohamed?
ii. From the information you have been given about Mohamed, what do you think will be the main issues
you need to consider?
iii. You think that Mohamed should attend English classes but he thinks that he needs to find work. What
advice would you give him?
iv. Mohamed’s physical and metal state are clearly affected by his past experiences. Who would you
refer him to?
v. Mohamed reports that when he went into a real estate agent to ask about renting an apartment, the
man behind the desk told him that “there was no way he would rent property to an Indian”. What
advice would you give him?
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Case Study #3
Miriam is a Woman at Risk (visa subclass 204) entrant from the Democratic Republic of Congo. She fled
Congo six years ago after her husband was killed by the rebels. She has three children, girls aged 16
and 14 and a four year old son. She has recently arrived in Australia and you have been asked to support
her and her children.
Questions for Case Study #3:
i. Explain how your age, ethnicity, gender and other characteristics are relevant to your ability to
support Miriam.
ii. What are the most important things you need to think about when building a supportive relationship
with Miriam and her family?
iii. What assumptions can you make about Miriam’s settlement needs from the information you have
been provided?
iv. What organisations in your local area would be involved in supporting Miriam and her family during
the initial settlement period?
v. What, if any, specialist care might Miriam and her daughters require? Explain your answer.
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Topic 6: Vulnerable Groups
Families

In TOPIC 6 you will learn that some individuals

While the maintenance of a strong and supportive

and groups face particular challenges due

family unit is very important for successful

to their past and current circumstances. By
understanding what these challenges are,

settlement, it is not easy to achieve.

you will be able to identify where people need

There are many factors from the refugee

support and what types of support

experience that place enormous strains on

they need.

families. Some refugees will be arriving soon
after experiencing recent, severe trauma in their
homelands. Others will have spent long periods

Introduction

either in refugee camps or living a hand-to-mouth

There are some groups of refugees that face

existence on urban fringes, unable to work or to

additional challenges. This section will focus on

live as a ‘normal family’.

the following groups:

There are additional challenges faced by families

• families

adjusting to life in a new country. These include

• refugee youth

but are not limited to the following:
• Changed gender roles: the initial settlement
period is often very hard for men. Most were
the main breadwinner and the decision maker
within the family. In Australia, however, the
family receives Centrelink payments (not all
of which go the man) and he is unable to
provide guidance. He no longer feels he has a
‘purpose’. Traditional women’s roles, are often
defined by home making and parenting. Both of
these roles continue in Australia. Complicating
this is the fact that many women find it easier to
get entry-level jobs than men so it might be the
woman who is earning and engaging with the
wider community.

• younger children
• refugees with health issues and/or disabilities
• torture and trauma survivors
• asylum seekers.
These are not the only vulnerable groups but they
are the ones you are most likely to encounter.
By considering how various factors make these
people vulnerable, you will be able to recognise
how other people can be made vulnerable by their
personal circumstances or characteristics.

• Different rates of adjustment: for a whole
range of reasons (age, disposition, past
experiences etc) members of the one family will
vary in their capacity to embrace their new life
in Australia. This can result in tensions within
the family, sometimes between couples and
often across generations.
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• Parenting: many young adults do not have
parents or other relatives to provide advice
and support when they have children. Some
of these young adults might be unable to
draw on parenting skills learnt during their
own childhoods because these had been so
disrupted.

• Blended families: because they come from
situations of war, conflict and dislocation, it is
common for refugee families to have complex
structures, with the husband and/or wife having
had previous marriages and the children not
necessarily being those of both parents. There
are also cases where children have been
formally or informally adopted into the family.
These dynamics can intensify
other stressors.

• Managing a budget: Centrelink payments are
made on the assumption that the members
of the family will pool their payments for the
collective benefit of the family. Some refugee
men find it very confronting that the women and
young people receive money in their own right.
Sometimes family members, tempted by having
money for the first time, will be reluctant to
share. Budgeting and finances are the cause of
conflict in many refugee homes.

• Lack of recreational pursuits: it is hard for
newly refugee families to know where to go
and what to do in their spare time, as they
have little disposable income. They often
get trapped at home or spend leisure time
interacting with a small group of families in
similar circumstances. Close proximity and
lack of activity can increase tensions.

• Remittances: most refugees have family
members and friends overseas they feel
obligated to send money to. Many also have
to repay travel loans and other debts as well
as meet their living expenses. This leaves
entrants in a situation where they risk
criticism from within their community and
intense psychological pressure from family
members if they do not send money overseas
and they risk getting into severe financial
difficulties if they do.

• Laws and societal expectations: in Australia
the law sets out acceptable and unacceptable
interactions between family members, in
relation to hitting, slapping or other forms
of physical contact. There are also societal
expectations about how children are disciplined
and about how people interact within families.
Many refugees, however, come from cultures
in which discipline (of spouse and/or children)
includes hitting. They don’t know other ways to
discipline their children or deal with their own
anger/frustration.

• Separation: in a number of cases, resettlement
involves reuniting families that have spent
many years apart. This is most common in
cases where women and children join men who
arrived as asylum seekers. Rebuilding a family
in an unfamiliar environment is very challenging,
especially where family members have been
accustomed to interacting independently. This
can be stressful for the husband who sees his
role of head of household undermined by his
wife or son(s).
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Tensions resulting from unfulfilled expectations,

The training includes:

difficulties interacting within the new environment,
different rates of adjustment within the family,
financial tensions and other stressors can, if not

• a one day introduction to working
with refugees

appropriately addressed in a timely manner, result

• principles of adult learning

in substance abuse and/or family violence.

• concepts of facilitation and co-facilitation

It is important to avoid being judgemental when

• group work concepts

refugees display attitudes and behaviours that

• basic explanation of all modules

seem out of place in contemporary Australian
society, but at the same time you need to:

• trauma and healing

• help entrants recognise that making some
concessions in relation to their expectations
about gender roles and the way young people
behave can be positive and does not mean
that they are not respecting their cultural values

• dealing with difficult scenarios
• self-care and vicarious trauma
• practice running program activities

• model constructive behaviour

• child protection

• look out for signs that tensions within the
home generated by changing gender roles
and the many challenges that refugees and
asylum seekers face are resulting in abuse
and/or violence

• ongoing supervision and access to
professional development activities.

• be ready to refer refugees and asylum
seekers, and raise any concerns with your
supervisor so the family can be referred for
trauma counselling services or to a family
support program.

The evaluations measure:

Participants undertake pre- and
post-program evaluation to determine
whether program objectives were met.
• how confident participants are at getting
information and help

The Families in Cultural Transition (FiCT)

• changes in families, including the level of
awareness of the changing family dynamics
and of the effect of trauma and how to deal
with its effects

program trains bilingual facilitators from

• social connections and satisfaction levels.

Families in Cultural Transition

refugee communities to assist and support

FiCT is offered by specialist Torture and

refugee families to maintain a cohesive family

Trauma Counselling Services in most states

unit. The facilitators run a series of workshops

and territories. See www.fasstt.org.au to

in a context where family members feel

locate the service closest to you.

valued and supported, have fun, and gain
access to information and assistance in an
interactive and empowering way.
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Refugee Youth38

Young refugees either flee with their family, alone
or with other groups of young people. There are

Typically, about 50% of the approximately 65.3

many, often complex, reasons why young refugees

million refugees and other persons of concern to

are not with their families. These include the

UNHCR39 are under the age of 18. Many more are

following:

young adults, under the age of 25.

• Their parents might be dead, having died in
their country of nationality or en route to a
safe country.

The reasons for their vulnerability and flight vary:
• In some cases they are members of a family
group in which one or both of their parents is
the target of persecution.

• They might have become separated from their
parents during a time of conflict or during their
escape and don’t know whether they are alive.

• Sometimes they share the same characteristics
as others targeted for persecution. This might
be because of their religion, ethnicity or some
other defining characteristic.

• Their parents might have sent them out of the
country or ahead in the journey in order to
protect or save them from danger.

• There are also circumstances where young
people are specifically targeted for persecution.
The reasons vary from place to place but might
include instances where young people are at
risk of being:

Fleeing from persecution is difficult and dangerous
for all refugees. In many instances, refugees are
forced to rely on smugglers to get them to a place
of (often only relative) safety. Irrespective of if they
are fleeing with their family or alone, young people

• conscripted as child soldiers

are particularly vulnerable during their escape for

• forced to work as porters or in other ways to
support combatants

many reasons, due to:

• captured and held for ransom

• lack of understanding of the circumstances
they find themselves

• forced into slavery or some other form of
abusive work-conditions

• lack of experience in identifying and/or dealing
with dangerous situations

• subjected to traditional practices such as
Female Genital Mutilation

• vulnerability to exploitation and abuse
• physical weakness: especially those who are
younger, less fit and/or lacking in skills (eg the
ability to swim)

• forced into prostitution and/or otherwise
subjected to gender-based violence
• forced into under-age marriages

• gender: young girls, in particular, are very
vulnerable to sexual violence.

• abused in other ways contrary to their rights.

38. The following section is taken from the Participant’s Handbook for CHCYTH001: Engage Respectfully with Young People from
Refugee Backgrounds. If your volunteer work involves you interacting with young refugees, it is recommended that you download
and read this handbook. You can do this from www.navitas-english.com.au/settlement-programs/refugee-training-resources/
39. Figure at the end of 2016. This includes 21.3 million refugees. Source: UNHCR.
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There are many ways in which the refugee experience can affect young people:
REFUGEE YOUTH PART 1

ETHNIC AND/OR
RELIGIOUS

identity

Often the cause of persecution a
person or community experienced
was their ethnicity or religion.
Sometimes this strengthens a
young person’s connection to this
identity; in other cases it can erode
their ability to connect to and derive
strength from the things which
typically shape one’s identity.

HOW OLD
ARE YOU

really

The ‘age’ of the young person
does not necessarily correlate
to their chronological age.

DEVELOPMENT
A positive environment with
good nutrition, good health and
a nourishing and stimulating
environment is required for
optimal cognitive-social-emotional
development. Most young
refugees lack this.

LEARNED

behaviour

RESILIENCE

PATTERNS

As adolescence is a time during
which self-image is moulded,
it would be easy to conclude from
the above that young refugees
might define themselves as victims
and lack a sense of organisation.
Young refugees are frequently
extremely resilient and very
optimistic about the future.
This sense of optimism should be
encouraged by those who work with
these young people, while also
ensuring that the appropriate
supports are provided to assist in
achieving their goals and navigating
any of the challenges that may arise
throughout their adolescence.

Survival strategies such as
with-holding information that helped
them in the past are not easily
discarded. Other survival strategies
such as resourcefulness, flexibility
and persistence can be much more
beneficial if channelled wisely.
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Reference was made in Topic 4 to research40 that

The lesson from this is that support programs

explored young refugees’ views of settlement

must recognise the importance of focusing on

and found that young people from refugee

both practical and material needs and ensure that

backgrounds:

young people from refugee backgrounds feel safe
and confident, and have the skills to engage in a

• define ‘settlement’ in terms of how they feel
(safe, secure, connected and empowered)
rather than what they have (e.g. house
or income)

range of activities with a wide variety of people.
The examination of the things that young people
saw as settlement facilitators and barriers led to

• see ‘successful settlement’ as something
with many elements, combining having the
basic necessities and being able to engage
confidently with the wider community

the conclusion that support programs for young
people from refugee backgrounds should include
the following items in the diagram below.

• define ‘unsuccessful settlement’ in terms of
isolation, inability to meet basic needs; lack
of security, lack of organisation and
unresolved trauma.

40. Perspectives of Settlement: Views of young people from refugee backgrounds. University of Sydney, Multicultural Development
Association and Centre for Multicultural Youth. 2013
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Children born in Australia of refugee parents are

In 2016, the Multicultural Youth Advocacy

not immune. Trauma can be transferred from

Network (MYAN) launched the National Youth

generation to generation if parents do not receive

Settlement Framework (NYSF). This provides

appropriate support.

an evidence-based approach to good practice

It is easy to think that by supporting the family

in youth settlement. It is designed to inform

you are supporting the children but it doesn’t

service planning and delivery across the

work this way. Targeted intervention is required

settlement and youth sectors. For more on

for all members of a family group – including

this go to www.myan.org.au

young children. What this support is depends on
the age of the child and their particular needs, it

Younger Children

might include:

Because they are part of the family, the lives

• play therapy

of refugee children are affected by the trauma
experienced by the family as a unit. It is possible

• specialist medical and/or dental intervention

that:

• counselling from the specialist torture and
trauma organisation

• unlike their parents, they have never
known stability

• a specialised diet to address nutritional
deficiencies

• their world view will have been affected by their
parents’ trauma, grief and lack of control

• English language teaching

• they will have experienced prolonged
periods with poor nutrition

• assistance in school to support to make up for
educational gaps etc.

• they will have had limited medical and
dental care
• opportunities for structured play would have
been minimal
• developmental milestones are likely to have
been delayed
• they will have been exposed to violence
and death.
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• Many refugees come from countries where
there are no programs or other supports for
people with disabilities or mental illness. The
existence of these programs in Australia might
not occur to some people.

Refugees with Health Issues and/or Disabilities
People from refugee backgrounds are as prone
to illnesses and/or disabilities as other people.
Compared to the past, more entrants are arriving
with complex health needs. In the past, refugees

• In some cultures it is considered the family’s
responsibility to ‘care for their own’. Any
suggestion that they might need outside help
can be met with resistance or taken as a
criticism of the family.

were excluded on health grounds
Refugees with health issues and dis.abilities
are vulnerable for various reasons including
the following:

• Initial health screening and health checks are
undertaken both pre- and post-visa apllication.
The stress of the early years after arrival can
mean that signs of ill-health are not necessarily
taken as seriously as they should be.

• Some refugees come from countries where are
there are diseases (often tropical or parasitic)
that Australian health practitioners are unfamiliar
with so can be missed or miss-diagnosed.
• Many refugees arrive with complex and multifaceted health needs, after lengthy periods
during which they have had poor nutrition and
limited medical or dental care.

It is also important to recognise that the refugee
experience can result in a variety of ongoing
health issues, especially for young people who
have often spent much or all of their lives in

• In some countries, having a disability or
deformity is seen as something shameful and
the person must be hidden from view. This
attitude can persist when people from these
countries come to Australia.

poor conditions. Lack of adequate nutritious
food and poor dental hygiene all have an impact
on development and can lead to a variety of
conditions that require intervention.

• In many countries mental illness is
misunderstood. Sometimes it is associated
with possession by spirits or a punishment for
some form of past wrong-doing by the person
or someone in the family. For these reasons,
families will often be reluctant to disclose that
one of the members is behaving ‘strangely’ and/
or mention concerns about a family member.

Post-arrival health checks are now commonplace

• That people with disabilities have rights and
that they can participate in a meaningful way
within society is an unfamiliar concept to
some people.

Some refugeers may have injuries related to

and there is a national network of specialist
refugee health services. This does not mean,
however, that people cannot fall through cracks.
Adequately addressing dental health can be
difficult in many parts of the country because of
the lack of free or subsidised dental clinics.
war and/or torture including amputated limbs,
embedded shrapnel and bullets and chronic pain.
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When considering health issues, it is important

When torture is used, a whole society, not just

not to focus only on physical health. Mental

the individual who is being tortured, lives in

health is also relevant. Like anyone, refugees can

fear. Other society members are afraid that it

experience mental illness, with risk factors being

will happen to them. In this way, torture is a tool

increased by trauma and their past experiences

of social control used by a system that rules

or, for those who arrived in Australia as asylum

individuals and societies through fear.

seekers, their experiences in detention while

Trauma is deep distress, intense anxiety,

waiting for a decision on whether they can stay

psychological pain and/or fear that results from a

in Australia.

particular event or series of events. Most refugees

Refugee Health Nurses can play an important

will have experienced not just one but a series of

role in brokering access to culturally appropriate

traumatic events. These might have included:

health services. There is also a network of state-

• witnessing a loved one being hurt or murdered

based Transcultural Mental Health Services that

• being attacked and/or injured, often by the
police or military

offer services, referrals and training and specialist
services for torture and trauma survivors.

• being subjected to or witnessing rape or some
other form of sexual violence (this applies to
women, men and children)

Torture and Trauma Survivors

Torture is the deliberate use
of physical or psychological
methods that cause a person
severe pain and suffering with
the intention of punishing,
intimidating or extracting
information from him or her.
The torture must be perpetrated
by a public official or at his or
her direction.

• witnessing acts of violence against community
members, including mass murder

- United Nations Declaration Against Torture

• extreme deprivation

• arrest without cause and imprisonment
• disappearances of family members and friends
• persistent long-term political oppression
• living in fear for their lives
• being forced to flee from their home
• perilous journeys in search of safety

• separation from loved ones

Experts put the figure of the number of refugees
who have experienced torture or other traumatic

• denial of basic needs (food, health
care, education)

events at somewhere between 70 and 90 percent.

• prolonged periods of uncertainty.
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• feeling hopeless about the future and having
difficulty making plans

People rarely identify themselves as survivors
of torture and trauma. It is very important for
those supporting refugees and asylum seekers to

• feeling guilty about something they did or feel
they should have done, or even for just being
alive and safe when others are not.

know enough about the situation in the person’s
country of origin, and something about the sorts
of experiences they were likely to have had in exile

Children also suffer from PTSD. Common

to be able to make informed guesses as to the

symptoms amongst children include:

likelihood of someone being a survivor of torture

• nightmares

and trauma. These can then be tested with the
use of careful questioning. Examples of suitable
questions are:

• regression to an earlier developmental stage
e.g. bedwetting

• When did you leave your country?

• fear reactions e.g. when meeting new people

• Did you choose to leave or were you forced to?

• changes in behaviour at home or school,
including being naughty or rebellious

• What was the journey to Australia like?

• changes in mood e.g. being uncharacteristically
sad or withdrawn or conversely, being
overactive and difficult to manage

• Have you spent time in a refugee camp?
Having a sense of the refugee’s background helps
to provide appropriate support, and the extent to

• displaying acts of aggression towards others

which the supporter needs to be vigilant for signs

• self-harm and/or engaging in
dangerous behaviours.

of trauma.
Post-traumatic stress disorder (PTSD) is the name

If problems are acute, persistent and/or

given to a number of symptoms which often occur

interfere with daily functioning, they need to

following exposure to extreme trauma. Common

be addressed through referral to a specialist

symptoms of PTSD include:

counselling program.

• difficulty concentrating
• high levels of chronic anxiety
• increased irritability and sometimes aggression
• difficulty sleeping (either because of nightmares
or because the mind keeps replaying events)
• flashbacks
• feeling worried, fearful or helpless in situations
which present no danger
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supervisor about your concerns and if the person

• are worried about family members overseas
(and many are separated from immediate family,
spouse and children)

is not already receiving support from one of the

• find it difficult to trust people

If you identify signs of trauma in the refugees or
asylum seekers you are supporting, talk to your

specialist organisations for assisting torture and

• can experience frequent mood shifts.

trauma survivors, suggest that a referral
be made.

The way a person reacts is likely to be because of
his/her situation and not because of you.

Information about the specialist torture and

Because of their heightened vulnerability, there are

trauma support organisations can be found on

some things you should and should not do when

the website of the Forum of Services for the

supporting asylum seekers:

Survivors of Torture and Trauma:

• always treat asylum seekers with courtesy
and respect

www.fasstt.org.au
Asylum Seekers

• only ask for information about their personal
circumstances (their case, their family, their life
back home) if you have a legitimate need to
know it

Some volunteers work with asylum seekers
rather than refugees and others work with asylum
seekers and refugees.

• listen if the asylum seeker wants to talk about
his/her circumstances

In Topic 3, the two terms were defined. Asylum
seekers are people who have applied to the

• treat anything an asylum seeker tells you about
his life as strictly confidential. The only person
this information should be disclosed to is your
supervisor

Australian Government for protection and are
yet to have a decision on if they can remain in
Australia. Some asylum seekers are refugees or
otherwise entitled to Australia’s protection and

• always keep the promises you make (and don’t
make promises you can’t keep)

will be able to remain in Australia. Those who are
not granted protection will be required to return to

• never tell an asylum seeker that they will be
allowed to remain or that they will get status,
you do not know this

their country of origin.
While waiting for the decision from the government
on their status, asylum seekers typically:

• act on any concerns you have about an
asylum seeker’s health or wellbeing. Alert your
supervisor or the centre manager immediately if
you believe the person might self hard or pose a
risk to others.

• live in a state of heightened anxiety
• are reluctant to think about the future because
they do not know what it might entail
• have difficulty sleeping
• find it hard to concentrate and remember things
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Another vital thing you should know when

When it comes to the support services asylum

supporting asylum seekers is that unless you are a

seekers are eligible for, the situation is complex.

Registered Migration Agent, it against the law to

As outlined in Topic 3, entitlements differ

give immigration assistance.

according to how they arrived (either by boat or
plane), when they arrived, they arrived with, their

Under the Migration Act, you are

assessed level of vulnerability and the state or

prohibited from:

territory in which they reside.

• preparing or helping to prepare a
visa application or cancellation
review application

The following points should be noted:
• Because asylum seekers are not permanent
residents, they do not have the same
entitlements as former refugees with visas that
afford permanent residence.

• advising a visa applicant about the
visa application
• helping an applicant prepare for
proceedings before a court of review
authority in relation to the visa application
or cancellation

• There are, however, a number of specialist and
mainstream services for which they are eligible.
• There are also services specifically for
asylum seekers.

• representing an applicant in proceedings
before a court of review authority.

• Information about service entitlements in your
location can be obtained from the Department
of Home Affairs’ website: www.homeaffairs.gov.
au

If you are not a Registered Migration Agent, don’t
talk about the application process with an asylum
seeker or comment in any way about their case.
If you discover that the asylum seeker has not
received any migration advice, refer the matter to
your supervisor who will know the referral protocol
to specialist legal support organisations.
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Topic 6 Assessment Tasks
Please answer the following and submit on the date indicated by your trainer.
1. TOPIC 6 focuses on a number of vulnerable groups. What are some others? List 2 and set out advice
about respectful ways of supporting these people.
2. Select two of the challenges faced by newly arrived refugee families. Consider what you have learnt
about working with refugees and the vulnerabilities of families, list some strategies you could use to
support a refugee family.
3. Spend some time reflecting on your own family. What do they mean to you? In what ways do your
family assist or support you? How would you feel if you were separated from family members? What
impact would this have on your way of life, your behaviour and your sense of identity? Would it also
influence your ability to plan for the future? In about ½ a page, explain what insights the reflections on
your family have given you about working with refugees or asylum seekers who are separated from
family members.
4. The Australian Red Cross provides a tracing service for people who want to locate relatives or friends
they have been separated from by conflict or natural disasters. Research the tracing service and write a
briefing for a fellow volunteer who wants to know more about it.
5. Loss and grief are common elements of the refugee experience. Explain why and what would be some
strategies you could use to support refugees deal with the impact of this?
6. What is the National Youth Settlement Framework and what are its core elements?
7. Why do you think sport is so significant for many young people from refugee backgrounds? Is it just
because they like sport or are there other reasons? Explain.
8. Go to the website of the specialist torture and trauma organisation in your area. Make a list of the
services they offer and include any advice they give about making referrals.
9. What is the Community Hubs Program? Why was this program introduced and what role do you think it
can play helping vulnerable refugees?
10. Racism is something that many refugees confront and which increases their vulnerability and sense
of isolation. What is racism and what role does the Australian Human Rights Commission play in
educating people about it?
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What is Work Health and Safety?

In TOPIC 7 you will learn about the importance

Work Health and Safety (WHS) is the framework

of Work Health and Safety (WHS) in the

for protecting health and safety of everyone in

Australian workplace and your obligations

the workplace, irrespective of whether they are

under WHS Laws.

an employee, a volunteer, a contractor or a client/

TOPIC 7 also sets out WHS issues relevant to

customer.

workplaces both in a generic sense and where

WHS was previously known as Occupational

the role involves working with refugees and

Health and Safety and this term (or OH&S) is still

asylum seekers.

commonly used.

Introduction

There is a multi-layered framework that sets WHS
policy in Australia, this is derived from laws in

Alot of effort has gone into making workplaces

three jurisdictions:

safer so that people can go home to their families
be done to ensure that everyone knows that

• International: International Labour Organisation
(ILO) and World Health Organisation (WHO)

workplace safety is their responsibility.

• National: Safe Work Australia

at the end of the day. But there is still more to

• State: state bodies such as Workcover NSW.
In addition to the information set out below,

The legal framework is further divided up into:

you are required to read The Essential Guide to

• Acts: passed by parliament – legal rules that
employers and employees must abide with

Work Health and Safety for Volunteers, a guide
developed by Worksafe Australia et al. It can
be found at:

• Regulations: supply detail for the
implementation of the Act

http://www.safeworkaustralia.gov.au/sites/
SWA/model-whs-laws/guidance/volunteers/

• Codes of Practice: documents that provide
advice to employers about how to achieve
minimum acceptable level of safety

Documents/Volunteers_Guide.pdf

• Standards: technical standards for workplaces
• Industry Specific Standards and
Guidance Notes.
WHS is something that must be taken very
seriously in the workplace.
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Obligations under WHS Laws

Employers also have responsibilities under the
law and if an employer fails in its duty of care

The underlying principle of WHS is that employers

to its employees/clients and someone is hurt or

have a duty of care to provide a safe system of

becomes ill, legal action can be taken against

work and employees (including volunteers) have a

the employer.

duty of care to follow whatever directions they are
given by the employer with in order to ensure their

Every workplace is required by law to have a Work

own safety and the safety of others.

Health and Safety Policy and to ensure that:

The term duty of care in the WHS context refers

• staff and volunteers receive training in WHS

to the requirement that a person/organisation

• regular safety audits are undertaken.

actively look for anything that might harm or

It is important that when you begin at a new

risk someone’s health or safety and take every

workplace you ask to see all policies and ensure

reasonable precaution to remove the risk. Failure

that you are familiar with the requirements of the

to do this can have legal consequences.

organisation’s WHS Policy.

At the core of ensuring that every workplace is

WHS for those Volunteering with Refugees

safe is the fact that everyone in the workplace
(including you) has a legal responsibility to:

Volunteering in the refugee sector could involve
you doing a wide range of tasks in many different

• do everything their employer asks them
to do that relates to health and safety in
the workplace

settings.
From a WHS perspective, some of these tasks

• carry out their work in a manner that will not risk
the health and safety of others, for example:

are not necessarily refugee-specific. For example,
there are risks associated with working in an

• to not engage in bullying, any other
behaviour that puts a fellow employee
at risk

office, moving heavy goods, assembling furniture,
driving a car that are related to the location or
task, and not to the people you are working with.

• to not misuse or interfere with safety
equipment

There are also WHS-related issues specifically
associated with working with refugees.The most

• identify any workplace risks

common of these is vicarious trauma. This occurs

• take all possible steps to remove the risk and/or
report it to appropriate authorities.

when you take on the trauma of the people you

If an employee (including a volunteer) fails in his/

stress.

are supporting. There are also risks associated
with working with people who are under intense

her duty of care to colleagues or clients, this can
be grounds for dismissal or, in extreme cases,
legal action.
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It is important that you understand the risks

It is your responsibility to follow the instructions

associated with all of the tasks you undertake

you have been given. Failure to do so can put

because, as explained above, you have a

you or others at risk and may result in you being

responsibility for your safety and the saftey of

counselled or asked to leave.

those around you.

Not everything will be included in the workplace

Generic Workplace Risks

WHS procedures. You have an equally important
role to play in being risk aware – which means

Everything you do has risks associated with it. You

paying attention and using common sense.

could trip while walking down the corridor or cut

i. In an Office

yourself while preparing food. The presence of risk
does not stop you from doing things. Instead, you

The following list includes the sorts of things a

learn to manage risk to minimise the possibility

risk aware person will look out for and/or do in an

that things will go wrong.

office setting:

In the workplace environment there is a legal
requirement that risks be carefully managed. This
usually involves a trained person undertaking a
risk assessment of places and tasks to identify
risks and develop procedures to keep people safe.
When you begin volunteering, your induction
should include a Work Health and Safety

Briefing. If you do not get this, you should ask
for it.
Risk

Examples of Risk Mitigation Strategies

Obstructions in walkways

Remove obstruction or remove risk (e.g. by taping down power cords).
Hang onto handrail and pay attention when using stairs.

Fall on stairs

If carrying something, ensure that it does not obstruct your vision and/or
prevent you from using the rails.
Check to see that power cords and appliances are ‘tagged’.

Electric shock

Do not overload power points.
Do not insert any object into an electrical appliance or power point.
Do not attempt to fix an electrical appliance if you are not trained to do so.
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Risk

Examples of Risk Mitigation Strategies
Use care when using a kitchen tap that gives boiling water.

Burn or scald

Do not attempt to move an urn that is filled with boiling water. Let it cool
first or reduce the level of water and move using a trolley.
Check first when seeking to touch or pick up something that might be hot.
Ensure that your computer screen and desk are at the right height for you.
Ensure your chair provides good back support.
If you are working at a computer or doing other desk work for a lengthy
period, stand up every hour or so, have a stretch and walk around for a

Back strain or injury

few minutes.
Do not lean back on chairs.
Bend your knees when picking up something heavy.
Do not twist your back when carrying a heavy load.
If something is very heavy, do not try to lift it alone.
Use care when using knives or cutting devices.
If opening boxes, slice away from you.

Cuts

Close the blade of a box cutter or any other retractable blade after use.
Do not leave blades, knives or other sharp objects in places where they
might harm others or be picked up by children.
Be alert if you smell burning or smoke.

Fire

Know location of fire extinguishers. Use only if safe to do so.
Find out about the building’s evacuation plan and know the location of
emergency exits.
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These are of course not the only risks in a standard

If you are working in a warehouse, you should

office environment, but understanding the risks and

insist on WHS training if this is not offered to you.

the strategies to reduce risk in the table above will

You should follow the instructions given to you in

help you to think carefully about the environment

the training and also directions on safety signs.

you are working in and what you can do to prevent

If your work environment means you are close to

yourself or anyone else being hurt.

trucks or fork-lifts, you should wear a safety vest

WHS does not only cover physical injury. It covers

at all times. This should be supplied for you.

emotional harm that can result from bullying,

iii. Working from Home

harassment or discrimination. The key things to

If you are doing volunteer work from home, you

remember are the following:

have responsibility under the WHS Act to ensure

• You have an obligation not to bully, harass or
discriminate against anyone in the workplace.
Your behaviour towards others should be
courteous and respectful at all times. You
should also be careful when making jokes
because sometimes something that is funny to
you can be deeply offensive to another person.

that your workplace is safe and healthy.
You need to ensure that your work station is set
up so that your keyboard and screen are at the
appropriate height for you and that there are no
hazards. You also need to ensure that your work
from home is complaint with the WHS Policy of

• You have a right not to be bullied, harassed
or discriminated against. If you feel this is
happening to you, you should seek advice from
your supervisor, a member of the organisation’s
board or a relevant volunteer body.

the organisation you are volunteering with.
If someone from that organisation says they want
to check where/how you are working at home, do
not be offended. This means they are taking their

ii. In a Warehouse

duty of care towards you seriously.

Some volunteers will work in a warehouse or other
location where they are receiving, sorting and
distributing goods for refugees.
Warehouses have all of the risks found in an office,
plus some additional risks from:
• the weight of the goods being moved
• working in close proximity to trucks and vans
that are loading and unloading
• the possible presence of fork-lifts
• goods stored at height
• boxes or cans stacked unsafely.
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iv. When Travelling

v. Home Visits

Some volunteering involves travelling from one

If you are visiting people in their home or picking

place to another, either in a car or on public

them up from home to take them somewhere, you

transport. WHS laws also apply here, as does

should let your supervisor know what you will be

your responsibility for your own safety and that

doing. There are also some things you should look

of others.

out for:

The organisation you are volunteering with might

• Are there any trip hazards such as uneven
paving, mats, lose tiles etc? Be aware of your
surroundings and take care when moving
around. If you notice any serious risks, report
these to your supervisor.

specify that you must or must not do certain
things while travelling. Even if you think these
are excessive or unnecessary, it is important you
follow the procedures.

• Are there any other potential hazards in the
house e.g. exposed electrical wires, smell of
gas, other strong unexplained smells? If serious,
call 000 immediately; otherwise report these to
your supervisor.

If you are using a car that belongs to the
organisation, take extra time to familiarise yourself
with the car and remember to fill in all of the
necessary forms.

• Is there a dog, is it friendly? If you encounter
a dog that looks aggressive, stay in your car
(or away from the house), phone the person
you are visiting and ensure that the animal is
restrained before you go in.

If you are using your own car, ensure that you have
comprehensive insurance and that your car is in
good condition.
Whenever you take passengers in a car, ensure
that there are enough seatbelts for everyone

Remember your safety is important. Be alert and

and everyone’s belt is properly secured. When

don’t put yourself at risk.

transporting children, suitable child restraints must
be fitted to the car. Never allow a child under 8 to
sit in the front seat.
It is a good idea to carry a first aid kit with you, but
in an emergency only respond with first aid if you
are fully trained or are acting under the instruction
of the 000 operator.
If you are required to assist elderly or disabled
passengers or lift heavy items (e.g. furniture or
suitcases), ensure you have received training in
safe lifting and handling techniques.
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Working with Vulnerable Clients

• the use of bicycle helmets

The previous sections of this Workbook have

• using mobile phones while driving

covered the trauma refugees experience prior to

• j-walking

arriving in Australia and the many challenges they

• noise

face adapting to the new and often confusing
environment they encounter here.

• strata laws

This is relevant in two ways:

• disposal of rubbish

• The refugees or asylum seekers you are working
with are not familiar with many of the safetyrelated things we take for granted.

• slaughtering animals.
New arrivals also find child protection laws very
confusing. It is common in many cultures to slap

• The frustration and confusion that some
refugees and asylum seekers experience,
when combined with the ongoing impact
of their past trauma, can result in angry or
antisocial behaviour.

a naughty child but then when they come here,
parents are told that if they hit their children, the
authorities will take them away. This leaves them
both terrified of ‘the authorities’ and without
strategies they can use to discipline their children.

Let’s look at each of these.

Parents need support to understand what is
acceptable and also to learn alternative strategies

i. Unfamiliarity

to discipline children41.

Some people talk about Australia being a country

It’s not just laws that are unfamiliar to new arrivals.

with a lot of rules and regulations about what you

Depending on where they have come from, some

can and cannot do. Regardless of your views on

newly arrived refugees and asylum seekers might

rules and regulations, you have an important role

not be familiar with a range of risks. These include

to play, helping asylum seekers and newly arrived
refugees to understand Australian safety laws

risks associated with:

and that not only do these laws exist, there is a

• various household appliances (e.g. knowing not
to put clothes or towels over a heater)

requirement that we all need to comply with them.
In addition to more ‘obvious’ laws such as road

• not keeping medicine or toxic/caustic
substances out of the reach of children

rules, there are a many laws that people new to
Australia are unlikely to know about or appreciate

• not storing food appropriately (especially meat,
rice and other foods that can easily become
contaminated and cause food poisoning)

their significance. These include laws relating to:
• the use of seatbelts and child restraints
• the number of people who can be in a car
• how goods are carried in vehicles

41. See Corporal Punishment: Key Issues. CFCA Resource Sheet – March 2014. Australian Institute of Family Studies. www.aifs.gov.au
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• not supervising young children closely (around
appliances, roads, water etc)

• Make sure that your mobile phone is charged
and within reach at all times.

• water from hot taps that can scald a baby or
young child

• If you observe any suspicious behaviour, or
are unsure of what to do, report this to your
supervisor immediately.

• hotplates that remain hot after the stove has
been turned off.

• If the person is aggressive, avoid arguing,
ensure that you are out of reach of the person
and depart as quickly and un-provocatively
as possible.

If you are visiting refugees or asylum seekers
in their homes, keep your eyes open for risks.
If any are identified, respectfully explain the

• If you believe the person is likely to harm
him/herself, you or anyone else, call 000
immediately and evacuate all other people from
the area of the distressed person.

consequences of doing what they are doing
and suggest a safer alternative. If you are not
comfortable doing this, advise your supervisor.
ii. Frustration and Confusion

• Record any incidents on an Incident Report
Form (see below).

Refugees and asylum seekers can be under a
great deal of stress because of the impact of past

Above all, do not do anything that will place your

trauma and the challenges of adapting to life in

life at risk.

Australia. Other factors such as bad news from

Visiting Detention Centres

home or uncertainty about their immigration status
can increase stress levels. In some instances,

A number of volunteers make regular visits to

stress can cause people to react with aggression

immigration detention centres. They make an

or in ways that can place themselves or others

important contribution by giving detainees a link

at risk.

to the outside world and reminding them that
someone cares about what’s happening to them.

As a volunteer working with refugees or asylum
seekers, there are some things you can do to

Those who visit detention centres need to keep in

protect yourself and others from clients who have

mind that the environment they are going into is

lost self control.

highly artificial and emotionally charged. Detainees
are under great stress, something that is made

Make sure you familiarise yourself with the

worse by the fact that they often do not know how

organisation’s procedures for dealing with

long they will be detained and what will happen to

aggression and ensure you follow these.

them when they are released.

It is possible that these procedures will include

Visitors to detention centres need to be aware of

the following:

the risks involved and, while they might sometimes

• If you feel uneasy about the person, do not
meet with him or her or visit alone. If you are a
female, ask a male colleague to join you.

not like the very strict rules associated with
visiting, they must follow to these rules regardless
of if they consider them reasonable.
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Reporting Accidents or Incidents

Self Management and Care

It is a Work Health and Safety requirement that

Individuals who volunteer with refugees have

any accidents or incidents in the workplace be

chosen to do this because they want to help

reported.

people and/or make a contribution . But it is
essential that this is kept in perspective and that

Each workplace will have forms that are used to

you look after yourself as well.

make reports. If you have not been shown these,

i. Understanding and Managing Boundaries

ask to see a copy. There will be differences in
what these forms look like, but they ask for details

One of the challenges is finding the balance

about date and time of the incident/accident, the

between connecting sufficiently with clients in

person making the report, details of the accident/

order for a constructive bond to be formed and

incident and the person(s) involved, if first aid

becoming too involved and losing objectivity.

was required, names of witnesses and if there are

The following diagram from Foundation House42

recommendations to prevent future occurrences.

provides some useful guidance about boundaries.

It is good practice to complete an incident report
as soon as possible after the event to ensure you
recall all relevant details.

42. Rebuilding Shattered Lives. Victorian Foundation for the Survivors of Torture. 1998. p 153
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ii. Vicarious Trauma

Everyone has to be aware that there are
boundaries that should not be crossed and these

Individuals who work with victims have seen or

are there to protect both the volunteer and the

heard some of the worst that human beings do to

person they are supporting. Boundaries exist in

other human beings. As a volunteer you also see

all areas but they are particularly important in this

and hear the good in people.

field because of the vulnerability of the clients and
their own lack of understanding of how things

‘Vicarious trauma’ is the term used to describe

operate in Australia.

an impact in the helping professions that occurs
because the empathy that workers (and this

There are certain things that are considered

includes volunteers) need in order to engage

unprofessional. These include:

effectively with those they are supporting take

• inviting the organisation’s clients into your
own home

on the person’s trauma and become traumatised
themselves.

• discussing your personal life with the clients in
anything but a superficial way

While the symptoms of trauma vary according

• going to a client’s home for reasons unrelated to
your work

reactions are divided into three categories:

to culture and a person’s personality, trauma
• intrusive reactions: having dreams and
nightmares, flashbacks, obsessive thoughts or
going over and over the traumatic event

• accepting phone calls from the client that are
unrelated to your volunteer work
• seeing the organisation’s clients for purely
social reasons unrelated to your work

• avoidant reactions: general numbing and
avoidance (particularly of things related to the
traumatic material);

• entering into a romantic or sexual relationship
with a client of the organisation you volunteer
with.

• hyper-arousal reactions: being unnaturally
alert and having and difficulty concentrating.

It is acknowledged that in all but the last example
– which is unacceptable - there are some grey
areas, in particular for volunteers who are also
members of the clients’ community and for those
in country towns where work-life boundaries
are often more blurred. If this is you – make
sure you speak to your supervisor about your
circumstances and agree on what is acceptable
and unacceptable.
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Workers may also experience the following:

Connected to these experiences, vicarious
traumatisation may also involve a change in a

• anxiety

person’s beliefs about themselves, the world, and

• depression

other people within it. This may involve:

• sleeping problems

• feeling that the world is no longer a ‘safe place’
(for themselves and/or others)

• de-personalisation

• feeling helpless in regard to taking care of
themselves or others

• feeling overwhelmed by emotions such as anger
and fear, grief, despair, shame, guilt

• feeling their personal freedom is limited

• increased irritability

• feelings of alienation (that their work sets them
apart from others).

• feeling of reduced personal accomplishment
• procrastination

These reactions are normal human reactions to

• low self-esteem

repeated exposure to distressing events.

• having no time or energy for self or others

If left unaddressed, vicarious traumatisation can

• increased feelings of cynicism, sadness
or seriousness

have a negative impact on your:
• ability to interact constructively with the people
you are supporting

• an increased sensitivity to violence and other
forms of abuse, for example when watching
television or a film

• colleagues and the workplace environment
• personal relationships.

• avoiding situations perceived as potentially
dangerous

It is often hard to recognise when you are suffering

• feeling profoundly distrustful of other people
and the world in general

from … or slipping into … vicarious traumatisation.

• disruptions in interpersonal relationships

• know what to look out for

• substance abuse.

• take some time to engage in self-reflection

That is why it is very important to:

• consciously take steps to avoid vicarious
traumatisation (see below)
• recognise how beneficial supervision can be
• ask for help when you first recognise signs of
vicarious traumatisation – don’t leave it too late
• watch out for signs of traumatisation in those
around you and if you are worried about them,
don’t ignore it, do something (see below).
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iii. Self-Care Strategies

Equally important is caring for yourself. There are
three key components:

While some degree of vicarious traumatisation is

• Physical Self Care: make sure you have
enough sleep, eat well, engage in regular
exercise and take time off work when sick.

a part of supporting refugees and asylum seekers,
suffering as a result of it should not be. There are
many things you can do to avoid its worst effects

• Psychological Self Care: do things unrelated
to your volunteering to provide some balance.
Also take some time out to reflect upon
how you are feeling about things … and do
something if you think you are feeling stressed
(see below).

and if it does creep up on you, there are other
things that can be done to manage and recover.
If you are involved in any kind of helping profession
an important thing to remember is that you need to
take care of both your mind and your body.

• Emotional Self Care: spend time with
friends, do fun things. It is also important
to remind yourself that while you might be
dealing with sad things, the world is not falling
apart everywhere and not everyone is mad.
Remember that, although bad things happen
and people are affected, there is a lot of good
that goes on as well. Look for the good in
people and situations. Remember the good you
are doing.

Understanding and responding to your own needs
is at the centre an effective self-care strategy and
learning to balance work and play is an important
place to begin. People who work in stressful
helping environments often find it difficult to:
• stop what you are doing: you never feel you
have done enough so there is the tendency to
stay on and try to do more
• switch off when you get home: when you do
get home you worry about the people you are
assisting and feel guilty about relaxing when
they are having a tough time.
Setting boundaries around ‘work time’ and ‘my
time’ is the essential first step to regaining control
over your life.
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Many organisations offer ‘supervision’ or some
other form of activity that provides an opportunity
for you (individually or in a group), to reflect on
what you have been doing. Some people are
reluctant to participate in this, thinking that it
is ‘all too touchy-feely for their liking’ or that it
implies they are weak or not coping. Workplace
supervision provides an opportunity for you to:
• reflect on what you have been doing in a safe,
non-judgemental environment
• talk through problems you are having with the
people you are assisting, staff members or
other volunteers and try to find constructive
ways to resolve these
• identify areas where you would benefit
from training
• think about how you are coping with your role
and identify ways to look after yourself
• ask for help if required.

Accidental Counselling Workshops
Many of the specialists torture and trauma
services around Australia offer workshops
designed to give those not trained as
counsellors some basic tips and skills for how
to recognise and deal with difficult behaviours
in refugees and asylum seekers affected
by trauma.
See the list of torture and trauma services in
Topic 4 to find the service in your state
or territory.
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Topic 7 Assessment Tasks
Please answer the following and submit on the date indicated by your trainer.
1. What does The Essential Guide to Work Health and Safety for Volunteers say are the 5 things you must
do as a volunteer to make sure you are safe while volunteering?
2. What is workplace bullying? Give 3 examples of behaviour that might be regarded as bullying.
3. What is PPE? Give 5 examples of PPE and explain the use of each one.
4. Explain the meaning of each of the following workplace safety signs:
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5. Describe the place you use for doing ‘office work’ at home. Are there any WHS risks? What could you
do to make your workplace safer?
6. You have been asked to go to the airport to meet a family of refugees arriving from the Democratic
Republic of Congo and take them to their temporary accommodation. In addition to the two parents,
there are six children aged from 4 months to 10 years old. What risks can you identify with this task and
what will do to ensure everything runs smoothly?
7. What things will you need to explain to this family from the Congo when they arrive at their temporary
accommodation to ensure they are safe until they meet their caseworker the following morning?
8. You are supporting a family you really like and feel close to. You enjoy your visits to their home and
begin to think of them as friends and they clearly think of you the same way. How do you manage the
following situations:
i. They begin to phone you after hours just to chat rather than to ask for advice.
ii. They say they want to thank you for your help and offer you a home-made cake.
iii. They say they want to thank you for your help and give you an expensive item (e.g. some jewellery
or a bottle of whiskey).
9. You notice that one of the staff members, James, smokes in the car when he has clients with him. You
are a bit worried about this but feel embarrassed about saying something about this because you are
just a volunteer. Is this the correct response? Why?
10. Write yourself a self care plan in which you list things you will do to minimise the chances of being
affected by vicarious traumatisation.
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Even if you are someone who has been writing

TOPIC 8 focuses writing in the workplace, in

reports alot, it’s a good idea to use the following

particular in the context of workplace reports

to check that you have everything covered. If you

and forms. You will learn about:

are someone who is not used to writing in the

• the importance of being careful and
accurate when you are writing

workplace, the following provides a guide.

Types of Workplace Writing

• the principles of effective workplace
writing, including spelling and
grammar

In most workplaces you will come across different
types of written documents. These include policies
and procedures, reports, letters, emails, forms and

• some of the terminology used in the
refugee sector.

text messages.
Policies and Procedures:

Introduction

Polices and procedures are documents that set
out how things should be done. Policies

As a volunteer, there will be times when you

cover important issues such as Work Health and

have to write reports or complete forms in the

Safety, Privacy and Child Safety. Procedures set

workplace. There are a number of reasons why it

out how things should be done, for example how

is important to know how to write effectively in the

you book a car, claim back money you have spent

workplace, including the following:

on a client.

• Your written work has to include everything that
needs to be said. You can’t leave out important
details because if you do, any readers might not
get information that it is important for them
to know.
• Including all relevant facts in a report is equally
important. You might need to go back to this
report at a later date to check on what was
done or said.
• Anyone reading your work needs to be able
to understand what you intended to say. Your
writing must be clear and precise.
• Sometimes the reports you write in the
workplace can be used in inquiries or even
courts of law.
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Reports:

The role of every volunteer will be different. It is
possible you might be required to complete some

In the workplace, the word ‘report’ is used for

of the following types of reports:

documents that cover many things including:

• Work Health and Safety reports: these are
to be filled in after any workplace incident
or accident.

• what the organisation has accomplished in the
previous year (the annual report)
• the progress of a project

• Reports on client visits: these are used to
record the help you provided and any issues
you encountered.

• how money has been spent
• the support provided to a client

• Client files: these are the detailed records
of support provided to the organisation’s
clients. They are filled in by the staff member
responsible for the client. As a volunteer you
might be asked to write something about your
visit or interaction with the client that can be
added to the file.

• things that have occurred.
While reports will differ depending on their
purpose, there are some common features of a
report. Reports:
• are written for a particular purpose and
audience

• Research reports: reports that document
the results of research conducted on an issue
relevant for the clients and/or the organisation.

• are often concise (i.e. they contain only the
necessary information)

• Inventory reports: these are used to keep track
of stock (e.g. household goods or food stocks).

• are clear and well structured
• focus on facts

Every organisation has their own way of doing

• analyse the facts

things so if you are asked to write a report, it is
a good idea to check to see if the organisation

• draw conclusions based on the facts

expects it to be done in a certain way.

• sometimes make recommendations for
future action.
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The following shows some of the things that are commonly included in a report.

Date of Report
15 June 2017
REPORT

Caseworker’s name

To: Janet French
Regarding: Maha Al Zawi

Client’s Name
Date of incident

What happened

On 10 June 2017, I accompanied Maha and her daughter Fatima to see
Dr Martinez in Fairfield. Fatima speaks limited English and the doctor
requested that Fatima act as an interpreter for her mother. Both Maha and
Fatima were quite concerned about this so I requested that the doctor use
TIS for the consultation. The consultation proceeded smoothly after TIS
was involved.
Can I suggest that the Case Manager contact Dr Martinez’s surgery and
ensure that a note to use an interpreter for all consultations is placed on
her file.
M Jones

Volunteer’s signature
and name

Marcia Jones
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Letters:
A letter is a formal way of communicating with

Organisation’s Letterhead.

someone in writing. There are certain things that

If letterhead is not used, the

are expected in a workplace letter:

sender’s address is usually
written at the top right of the

Central Refugee Services
14 Main St
Smithtown 2905
0599 145 735

letter above the date.

Date
10th June 2017

Name and Address of Recipient

Mr Robert Johnson
Director
Outer Refugee Services
7 Far St
Smithtown 2905

Salutations (greeting)
Dear Mr Johnson,
I am writing to thank you and your staff for your wonderful contribution to our Refugee Week
celebrations.
I am sure the event would not have been nearly as successful without your help.
Complimentary Closing

Yours sincerely,

Maisie Tam

Author’s Signature

Maisie Tam
CEO

Author’s name and position

If the letter is being written on behalf of the
organisation, it should be written on the
organisation’s letterhead (special stationery).
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Emails:
Emails are a quick, effective way of communicating.
When you are writing a workplace email it is
important to remember you are not writing to a
friend. You need to be careful about what you
write and how you write it. This will be explained
in the following section.
An example of a simple workplace email is
shown below.

The person most relevant to your email
To:
Cc:

Greg Allen

Another person who should know

Maria Gianopoulos

about the request so they can action
it if the main person is not available

Bcc:
Subject:

Request for Parking Space on 2nd July
Clear explanation of purpose

Hi Greg

Yesterday I sprained my ankle but I would still like to come to the centre next Tuesday. I usually catch
the train but will need to come by car next week.
Is it possible to book a parking space on Tuesday?
Your name and contact details
Thank you
Alice Smith
0570 111 111
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Forms:

Effective Workplace Writing

You will come across many different kinds of forms

There are many different types of writing. The
way you write depends on who you are writing to

in the workplace. These include:

and what you are writing. It will vary depending

• Forms you have to fill in when you begin
volunteering: these are used to record your
personal details and will also record the contact
details for the person you would like contacted
if you become unwell or have an accident.

on if you are writing to a friend, the cleaner or a
prospective employer. It will also vary depending
on if you are writing an email, a tweet or a formal
report. Each form of writing has its own rules.

• Timesheets: these are forms that you complete
each time you volunteer to keep track of your
volunteer hours but ensure you are covered
by insurance.

When you are writing something in the workplace
(even if you are doing so as a volunteer) there are
certain rules that should be followed. As a guide,
your writing should be:

• Workplace forms that you must fill in if you need
to be reimbursed for money you spent, or if you
want to order stationery, or book a car for a
home visit.

• formal
• objective (setting out facts and not opinions)
• in plain English

Your induction to the organisation should include a

• spelt correctly

briefing on the forms you need to know about and
complete. If you do not get this, you should ask.

• grammatically correct

Text Messages:

• carefully reviewed.

Sending a text message is a good way to

The following section explains each of these.

communicate quickly, especially if it is important

It should be noted that this is a very general

that the other person gets the information

overview of writing rules.

immediately.
If sending a text, ensure your message is clear and
concise, avoid using ‘text speak’ (e.g. LOL, OMG
and TTYL).
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i.

Informal versus Formal Writing

• passive: rather than he reported or John
reported, formal writing would use it was
reported unless it is seen as necessary to
identify the person (e.g. in the case of someone
agreeing to do something or being a witness to
an incident).

Writing can be broken down into informal and
formal.
Informal writing is often:
• simple: with short and sometimes
incomplete sentences

When writing in the workplace it is best to use
formal English, especially when writing something

• colloquial: what is on the paper mirrors the
way you would speak to the person, often
including slang, figures of speech

that will become part of a record (e.g. a client’s
case file or an incident report).
Emails often have a less formal style of writing but

• personal: you refer to yourself in the first
person (e.g. I and my) and the person you are
writing to in the second person
(e.g. you and your)

it is wise to be cautious when writing workplace
emails because you never know if they might be
forwarded to or seen by someone else or be used
in a review or inquiry.

• abbreviated: words are likely to be simplified
using contractions (e.g. I’m, you’re, isn’t) and
abbreviations (e.g. TV); sometimes ‘text speak’
is used.

If in doubt, it is usually better to be formal rather
than informal.
ii. Objective

• opinionated: the author expresses his/her
opinion about something or shares
his/her emotions.

When you are writing a report you need to be
objective. You should be fair, impartial and
unbiased and not include your own opinions.

Formal writing is often:

You report on the facts, not on your opinions of

• complex: with complete sentences and well
developed ideas

the facts.
Objective writing is the opposite of subjective

• objective: there is a focus on facts with little
emotion. Any opinions expressed are linked
to evidence

writing. Writing that is subjective writing will be
emotional and the author’s views on the matter will
be spelt out clearly.

• grammatical: standard rules of grammar apply.
Abbreviations are spelt out in full when first
used, contractions are used sparingly and ‘text
speak’ avoided
• impersonal: the writer does not insert
themselves into the writing (no use of I)
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iii. Plain English

iv. Spelling

Plain English is accessible English. English that is

English spelling can be very confusing. For

easy for the intended audience to understand.

example, the long o sound (ō) can be spelt o (as
in so), ow (as in bow), ew (as in sew) and ough (as

Plain English:

in though). Meanwhile, the letters used to make

• avoids using long, complex sentences

the ō sound in though become oo when used in

• uses words that the reader will understand

through.

• is appropriate for its audience

UK English (and by extension, Australian English)
spells a number of words quite differently to the

• does not use jargon, clichés, or ‘buzzwords’

way they are spelt in American English: colour

• spells out all acronyms or abbreviations

versus color, mobilise versus mobilize, aeroplane
versus airplane, aluminium versus aluminum,

• explains technical terms

defence versus defense, encyclopaedia versus

• uses a clear font and font size.

encyclopedia, metre versus meter and grey
versus gray.

Plain English is about communicating in a clear
and concise manner with the reader.

Correct spelling does matter. If a piece of writing
is full of spelling mistakes, the person reading it

Here are a few tips for editing your work:

will not take the content and the author seriously.

• Don’t edit straight after finishing writing. Take a
break. You will be able to see errors with
fresh eyes.

It is important to take time to ensure that you have
checked your spelling.
Most people rely on spell check on their computer

• Delete unnecessary words. For example replace
‘in order to’ with ‘to’.

to do this and it is a valuable tool but you should
not think that because there are no wavy red lines

• Break up long sentences into two or more
shorter sentences.

under your work, the spelling is correct. Spell
check will not pick up words that are correct but

• Break up long paragraphs, looking for a suitable
point to separate them.

have a different meaning. Spell check also auto
corrects, inserting something it thinks is correct for
an incorrectly spelt word. Sometimes it guesses

• Ensure that the reader can follow the
development of ideas.

correctly but on other occasions, auto correct can
get it very wrong.

• Look for jargon or clichés or for expressions
that others might not easily understand.
Replace them with simpler words or
expressions.
• Don’t just do this once. Repeat these stages
until you are happy with the text.
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Important lessons in relation to spelling:

The use of good grammar is a skill that you can
develop and use throughout your life. If you

• Make sure your spell check is set on the right
setting (Australian or UK not American).

experience problems with grammar, you might
try reading a basic grammar book, completing

• Read over what you have written – and if it is
important – read it more than once.

grammar exercises or testing yourself using the
various online grammar quizzes available.43

• If you are not sure about something, use
a dictionary.

vi. Common Mistakes
Mistakes in writing can cause problems for you

• If you know your spelling is not good, ask
someone to check your work.

and the organisation you volunteer with. They can
be very embarrassing.

v. Grammar

There are some mistakes in written English that

It is not enough to spell words correctly, you also

are more common than others.

need to be able to put the words together in a way

The following will help you to avoid some of the

that makes sense to the reader. Each sentence

most common mistakes:

should be complete and the meaning should flow
from one sentence to the next. If you do not use

Apostrophes

correct grammar and punctuation, what you are
trying to say will become unclear and the reader

Incorrect use of an apostrophe is a common

will be unable to follow the text.

grammatical error.

It is possible to use grammar effectively without

Apostrophes have two separate uses:

knowing the rules in a formal way. Reading your

• to indicate ownership (possession)

finished writing aloud is a good way to check the

• to show where letters have been removed
(contraction).

grammar.
You can also use the grammar check function
on your computer. This will pick up grammatical

Apostrophes for Possession

errors and underline them with a wavy green line.

In this case, the apostrophe indicates who it is

If you are unsure how to correct the error, use

who owns the thing, for example:

the right click on your mouse and an alternative

• the dog’s bed is the bed of the dog

way of writing the sentence will be displayed. It is

• the dogs’ bed is the bed of the dogs.

important to remember that the computer is not
always right. You should use common sense and
your knowledge of grammar to decide whether the
computer’s suggestion is acceptable.

43. For example www.skillsyouneed.com/write/grammar1.html#ixzz4STrxbzsT
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You will note that in both cases, the apostrophe

Apostrophes for Contraction

came after the ‘owner’. In the first example, only

This is where an apostrophe is used to show

one dog owned the bed, in the second, the bed

where one or more letters has been left out,

belonged to more than one dog. The best way to

for example:

check whether you have the apostrophe in the
correct place is to ask yourself the question “who

• it’s for it is

owns the thing?” In this case, is it the dog (hence

• there’s for there is

dog’s) or the dogs (hence dogs’)?

• doesn’t for does not

There are a couple of situations where things get a

• we’re for we are

bit complicated. If the owner:

• o’clock for of the clock.

• ends in an ‘s’, you will sometimes see the final
‘s’ dropped (e.g. the princess’ gown) though
‘princess’s gown’ is more correct

When not to use an Apostrophe
Apostrophes should NOT be used for plurals

• is a word that is a collective noun – i.e. a word
that refers to more than one person/thing (e.g.
children or sheep); in such cases you treat it
as singular using children’s and sheep’s to
show possession.

where there is no possession.
It is also incorrect to use an apostrophe for:
• a plural abbreviation e.g. you will see DVD’s
where it should be DVDs

• and to make things even trickier, there are a
few exceptions to the use of apostrophes
for possession:

• a date e.g. the 1980’s should be the 1980s.

• after the word ‘it’: ‘its’ is the possessive of ‘it’
e.g. ‘its colour’. This is to distinguish it from ‘it’s’
which is short for ‘it is’ (see below).
• after the word ‘their’: ‘theirs’ is the possessive
of ‘their + noun’ e.g. ‘the bags are theirs’ (as
an alternative to ‘they are their bags’. This
should be distinguished from ‘there’s’ which is a
contraction of ‘there is’ (see below).
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Homonyms

Two = the number between one and three.
• Weather, whether:

Homonyms are words that sound the same but
have different meanings. It is very easy to use the

Weather = atmospheric conditions (temperature,

wrong version of the word because it sounds right.

rain, wind etc) e.g. what will the weather be

Some common homonyms are as follows:

like tomorrow?

• Their, there, they’re:

Whether = a conjunction that introduces
alternatives e.g. I don’t know whether to take

Their = is a possessive pronoun (something that

Hamid to Medicare or Centrelink first.

‘they’ own) e.g. their bags.

• Principal, principle:

There = a place or an abstract idea. When used

Principal = the first in importance e.g. the

as a place, it is often used for something that is

principal theme or the principal of the school.

not close, i.e. to indicate it is not here, e.g. the
book is over there. An example of its use as an

Principle = the primary source or a basis of

abstract idea is there are many confusing things

reasoning e.g. the principle of non-refoulement

in English grammar.

is basis of refugee law.

They’re = is a contraction of they are.
• To, too, two:
To = a word with two separate uses: the first
is as a preposition always followed by a noun,
such as in I am going to Japan or I will give the
book to Hamid. The second use is as part of an
infinitive (the base form of a verb) such as to be,
to run, to have.44
Too = another word with two distinct uses.
The first means also as in I am going too. The
second is used to exaggerate the words it
precedes e.g. it is too big.

44. For a long time there was a view about English grammar that you must not use a split infinitive, in other words put a word between
to and the verb that followed e.g. to boldly go. Today things are a bit more relaxed about this but if there is an easy alternative (e.g.
to go boldly) and the thing you are writing is important, it is good to avoid splitting your infinitives.
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There are hundreds of other homonyms in English.
Here are a few:
air

heir

here

hear

patience

patients

ail

ale

hour

our

peace

piece

allowed

aloud

knew

new

plain

plane

ate

eight

knight

night

practice

practise

ball

bawl

know

no

praise

prays

bare

bear

lead

led

roll

role

bean

been

lessen

lesson

route

root

beat

beet

made

made

sea

see

berry

bury

meat

meet

seam

seem

birth

berth

medal

meddle

sun

son

break

brake

missed

mist

weak

week

coarse

course

none

nun

where

we’re

die

dye

one

won

write

right

ewe

you

pail

pale

your

you’re

fair

fare

pain

pane

find

fined

pear

pair

It is worth looking carefully at the table to check that
you are clear about which homonym to use when.
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Could/Would/Should Have

vii. Reviewing Your Work

It is very common for people to mistake the

When you have finished writing something for the

abbreviations could’ve for could of, would’ve for

workplace (an email, a report or anything else),

would of and should’ve for should of. None of

read it to check for errors, maybe even read it

these are correct. You should always use could

aloud as this helps you to pick up errors. If it is an

have, would have and should have.

important document, read it more than once and
possibly ask someone to check it for you. When

Affect/Effect

you read your own work, it can sometimes be hard
to spot your own mistakes because you read what

Affect = a verb, for example the level of trauma

you intended to write, not what is on the page.

refugees experienced in the past will affect their
ability to learn English.
Effect = a noun, for example the effect of trauma
can influence refugees’ ability to learn English.45

45. Effect is sometimes used as a verb but this is uncommon and often in legal texts.
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Terminology
In every profession there are lots of words that
make sense to those working in the field but can
be confusing to others. The refugee sector is no
exception and the following table includes words
you are likely to hear. Some of these words were
explained in Topic 3 but it is good to go over them
again to make sure you know their meaning. Also
included are some other words commonly used in
the refugee sector.
A person who ‘owing to a well-founded fear of being persecuted for reasons
of race, religion, nationality, membership of a particular social group, or
Refugee

political opinion, is outside the country of his nationality, and is unable to or,
owing to such fear, is unwilling to avail himself of the protection of
that country...’
A person who is seeking protection. This person might be a refugee

Asylum seeker

(i.e. owed protection under the Refugee Convention) or might be owed
protection under one of the other international human rights treaties.
Not forcing someone to go back to a country in which he or she would face

Non-refoulement

persecution. This is the core principle of refugee law. [It is a French word for
which there is no English equivalent and should be written in italics].
The word is used in various forms (as a noun, verb or adjective) but always

Resettlement/resettle

refers to the relocation of a refugee from a country in which they have only
temporary status to a country (such as Australia, Canada of the USA) where
they can build a new life.

Settlement

Integration

The process of adapting to life in a new country or the supports provided to
assist someone to do this.
Another word of ‘settlement’. Whereas ‘settlement’ is the more commonly
used term in Australia, ‘integration’ is term used in many other countries.
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The process of blending in with the mainstream. Prior to the 1970s,
Assimilation

migrants and refugees were expected to forget their language and culture
and ‘become Australian’. This changed with the arrival of multiculturalism
which supported and promoted diversity.
A term used to describe the recognition of cultural and ethnic diversity. It

Multiculturalism

means all Australians are entitled to exercise their rights and participate fully
in society, regardless of their different linguistic, religious, racial and
ethnic backgrounds.
Comprises four elements – values, norms, institutions and artifacts – that

Culture

are passed on from one generation to another. Cultures are dynamic and
constantly evolving.
A description of a society composed of people from many cultural and

Cultural Diversity

linguistic groups. This term is frequently used to mean multiethnic, multifaith
or multilingual in the Australian context.
A belief or ideology that creates artificial social divisions on the basis of

Racism

characteristics or abilities specific to a particular ‘race’ which distinguishes it
as being either superior or inferior to another ‘race’ or ‘races’.
An adjective used to describe a population of human beings whose

Ethnic

members identify with each other, usually on the basis of a presumed
common ancestry; recognition by others as a distinct group; or by
common cultural, linguistic, religious or territorial traits.

Mainstream

New and emerging
communities

The prevalent attitudes, values, and practices of the majority group in
a society.
Ethnic communities that are small in number, have recently settled in Australia
and often lack established family networks, support systems, community
structures and resources, relative to more established communities.
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A process that involves a complex set of social relations. It is constructed
on the foundations of institutional, political and social structures that
ensure the wellbeing of all citizens. Social Cohesion takes in four aspects of

Social cohesion

welfare: equity in access to rights, the dignity and recognition of each
person, autonomy and personal fulfilment, and the possibility of participating
as a full member of society.
Suggests that members of society, irrespective of age, ethnicity, social

Social inclusion

background have a sense of belonging to and a stake in the social,
economic, political and cultural systems of their society.

Youth/young people

Someone aged between 12 and 25.

The refugee and asylum seeker sector is also
riddled with abbreviations46 and acronyms47 and
sometimes it can seem like people are talking in
a totally different language. Here are some you
might come across48:

AMEP

Adult Migrant English Program

AUSCO

Australian Cultural Orientation (training)

CALD

Culturally and linguistically diverse

CCS

DHA

Complex Case Support (in operation until July 2017, replaced by Humanitarian
Settlement Program)
Department of Home Affairs (DIBP - Department of Immigration and Border
Protection became the Department of Home Affairs on 20 December 2017)

DHS

Department of Human Services

DSS

Department of Social Services

FACS

NSW Department of Family and Community Services

46. An abbreviation is a shortened version of a name or phrase, in this case it refers to where the first letter of each word is voiced
(said as a letter) as in USA.
47. An acronym differs from an abbreviation (above) in so much as the first letters of the words in the name or phrase are sounded out
like a word, e.g. people say NATO not N-A-T-O.
48. You might also hear people talking in numbers, e.g. “they are 202s” or “is he an 866?” These are visa subclass numbers. Go back
to Part 4 for an explanation of the various visa subclasses.
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FASSTT
HSS

Forum of Australian Services for Survivors of Torture and Trauma
Humanitarian Settlement Services (in operation until mid 2017, replaced by
Humanitarian Settlement Program)

HSP

Humanitarian Settlement Program

IOM

International Organisation of Migration

MNSW

Multicultural NSW

NESB

Non-English speaking background

PPV

Permanent Protection Visa

RCOA

Refugee Council of Australia

SSP

Settlement Support Program

TIS

Translating and Interpreting Service

TPV

Temporary Protection Visa

SCOA

Settlement Council of Australia

SHEV

Save Haven Enterprise Visa

STARTTS

Service for the Treatment and Rehabilitation of Torture and Trauma Survivors

UNHCR

United Nations High Commissioner for Refugees

If you hear a word, abbreviation or acronym you

If you are not familiar with simple computer

don’t understand – make a note of it and ask

applications (e.g. emails, Word, Excel), it is a good

someone who can explain it to you.

idea to learn. There are many courses available
(a good place to ask is your local library) or you

Computer Literacy

could ask for advice from the organisation you
volunteer with.

Almost everything in the workplace is done
using a computer or some other form of device.
People communicate via email and text and
reports are typically stored electronically rather
than in paper files.
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Keeping Your Own Records

If you have been involved in or witnessed an
incident or accident you should notify your

Many people keep a diary or record the things

supervisor immediately and seek advice about

they have done each day so that they can refer

what you should do and how you should record it

back when they need to remember things.

(it is likely the organisation will have special forms

There is no reason why you should stop doing this

for you to complete). It is important to complete

when you begin working with refugees but there

these forms, recording everything that happened,

are some things you should remember:

as soon as possible. You should give this to the
organisation. If you need to refer back to it at a

• DO NOT write personal details about the
refugees or asylum seekers you have been
working with in your diary or journal. This
includes their full names and details about
their family members. This would breach your
obligations under Privacy Laws as your diary is
not considered a ‘secure location’.

later date, you can ask for your records.
Writing things down as soon as you can is good
advice for any kind of report writing. If you need
to write about what you have been doing, doing
it straight away is the best way to ensure that you
don’t forget something important.

• DO NOT write about any concerns you have
about a client or the organisation with whom
you are volunteering with. You should address
these concerns directly with the organisation
and if you feel your concerns are not being
taken seriously, seek advice from a peak
organisation such as the Settlement Council of
Australia or the Refugee Council of Australia.
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Topic 8 Assessment Tasks
Please answer the following and submit on the date indicated by your trainer.
1. Edit the following sentence by first highlighting spelling and grammatical errors and then rewriting the
sentence correctly:
Many refuges is afraid to ask for help because they’re passed experiences makes it hard for them to no
weather they can trust some one in authority.
2. You are interested in volunteering with Central Refugee Services. Write a letter to Ms Amy Patel, the
organisation’s Director, asking about volunteering opportunities and explaining why you would like to
volunteer with Central Refugee Services.
3. Using the template below, write an email to your supervisor, Craig Marshall (craigm@
centralrefugeeservices.org.au), explaining that you need to change the date and time you will be
volunteering. Make sure you are clear and specific about your intentions.
To:
Cc:
Bcc:
Subject:

4. You have just returned from visiting Mary Deng and her children at their home. You were asked to
check that Mary had received her household formation package. You were able to see that that this had
happened, all of the items had been placed in appropriate rooms and the boxes had been unpacked.
While you were there you notice that Mary’s youngest child, Hannah, has a rash on her arms. Write a
report to Mary’s caseworker, Jane French, about your visit. Make sure you include all of the
important details.
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5. When you were working in the office, you witnessed a fellow volunteer (Sam Jones) fall heavily when
coming down the stairs carrying a big box. He complained of severe pain in his leg and has a cut on his
head. Complete the following Incident Report Form (making up the additional details required):
INCIDENT REPORT
Name of Person
Preparing Report:
Role:
Contact Details:
Date of Incident:

Date Report Prepared:

Time of Incident:

DETAILS OF AFFECTED PERSON
Name
Address

Date of Birth

Phone (Home)
Phone (Work)
Gender

NATURE AND SEVERITY OF INJURY

DETAILS OF HOW INJURY SUSTAINED (including location)
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NAMES AND CONTACT DETAILS OF WITNESSES

DETAILS OF RESPONSE/TREATMENT ADMINISTERED

NAMES AND CONTACT DETAILS OF THOSE ADMINISTERING MEDICAL TREATMENT

EXTERNAL SUPPORT SOUGHT (e.g. doctor, ambulance)

OUTCOME

SUGGESTIONS TO AVOID REOCCURRENCE
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Participant’s Checklist
How to Complete the Checklist
After you have undertaken 20 hours of voluntary work you should:
• complete the following checklist
• ask your supervisor to complete the section at the end of the checklist
• give the completed checklist to your Assessor.
Your Trainer or Assessor will provide further information about completing the checklist. If you are unsure
about anything, you should check with your supervisor or trainer.

Participant’s Checklist

Participant’s Name
Student Identifier Number:
Name of Organisation
where Volunteer Work
Undertaken
Nature of Volunteer Work
Start Date
End Date
Number of volunteer hours
worked in total

Yes
I have been through organisation’s orientation program.
I have undergone a Police Check.
I have Working with Children clearance.
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No

Not
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Think carefully about your time as a volunteer and consider whether the statements below reflect the way
you are working. Be as honest as you can when completing this checklist.
I’m not yet
I do This

confident
doing this

1. I look for ways to improve the way I interact with people
from diverse backgrounds.
2. I enjoy working with people from different backgrounds
and respect the people with whom I work.
3. I have developed and maintain links with other workers
in the organisation I am volunteering with and in other
relevant organisations.
4. I am able to identify the specific needs of individuals and
think of ways to assist them.
5. I talk to the refugee about my ideas for supporting them
and take their views into account.
6. I seek feedback on an ongoing basis from the refugees
to ensure that I am providing the support and advice
they require.
7. I consult with staff and other people with relevant
expertise when thinking about how best to assist
the refugee.
8. I know how to recognise the signs of trauma.
9. I know how to refer refugees to relevant services.
10. I feel confident I can support a refugee to deal with loss
and grief.
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I’m not yet
I do This

confident
doing this

11. I feel confident I can support a refugee to deal with
discrimination from both the mainstream community and
from other ethnic groups.
12. I understand the importance of supporting refugees to
make appropriate links both within their own community
and within the broader Australian community.
13. I know how to engage an interpreter when needed.
14. I think about how the refugee will see me (because of my
ethnicity, religion, class and gender) and adjust the way I
interact with him/her.
15. I am able to find culturally appropriate ways to resolve
communication difficulties.
16. I am able to manage and organise my own time and
work tasks.
17. I am confident working as part of a team.
18. When working as part of a team, I think about ways to
contribute to the team.
19. When working as part of a team, I support other members
of the team.
20. I complete relevant reports or workplace documentation
as required.
21. I ask for help and advice when I need it.
22. I feel confident about reporting any issues and/or
unresolved problems to my supervisor.
23. I feel confident I can deal with the problems I encounter
when volunteering.
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I’m not yet
I do This

confident
doing this

24. I am able to cope when plans change or things do not go
as I expected they would.
25. I was briefed about workplace safety.
26. I have read the organisation’s WHS policy and procedures.
27. I think about safety and the safety of others when I am
doing things in the workplace.
28. I am able to identify a hazard in the workplace.
29. If I see something that is dangerous or potentially
dangerous, I report this immediately.
30. I follow WHS guidelines and workplace emergency
procedures.
31. I have participated in a workplace safety meeting or
inspection or have undertaken a workplace safety tour
with my supervisor.
32. I am aware when I am feeling tired and/or stressed and
feel confident about advising my supervisor.
Things I feel that would help me to be a better volunteer (e.g. having more practice using an interpreter):
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Participant’s Checklist (continued)

For completion by the workplace supervisor

Supervisor’s Name
Position in Organisation

Agree
The responses above are an accurate reflection of the volunteer’s work.
The volunteer has been conscientious and diligent in all aspects of
their work.
There is a need for further discussion with the Assessor or Trainer about
some aspects of the volunteer’s work.

Signature:

Date:
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Appendix 1: Elements, Performance Criteria,
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

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

1. Reflect on own
perspectives.

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

2. Appreciate diversity
and inclusiveness,
and their benefits.

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.
3.1 Show respect for diversity in communication with all people.
3.2 Use verbal and non-verbal communication constructively to

3. Communicate with
people from diverse
backgrounds and
situations.

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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Appendix 1: Elements, Performance Criteria, Performance Evidence and
Knowledge Evidence (continued)
Element

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

4. Promote
understanding across
diverse groups.

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.

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:
• 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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Appendix 1: Elements, Performance Criteria, Performance Evidence and
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.
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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Appendix 1: Elements, Performance Criteria, Performance Evidence and
Knowledge Evidence (continued)
Knowledge Evidence
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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Appendix 1: Elements, Performance Criteria, Performance Evidence and
Knowledge Evidence (continued)
CORE UNIT 2: CHCVOL001 Be an effective volunteer
Element

Performance Criteria
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. Prepare for volunteer
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.
2.1 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

2. Work as a volunteer.

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.
3.1 Seek and receive feedback on own performance.

3. Check and complete
work in consultation
with supervisor.

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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Appendix 1: Elements, Performance Criteria, Performance Evidence and
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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Appendix 1: Elements, Performance Criteria, Performance Evidence and
Knowledge Evidence (continued)
CORE UNIT 3: HLTWHS001 Participate in workplace health and safety
Element

Performance Criteria
1.1 Follow workplace policies and procedures for safe work practices.

1. Follow 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.
2.1 Identify and implement WHS procedures and work instructions.

2. Implement safe
work practices.

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

3. Contribute to safe
work practices in
the workplace.

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.
4.1 Identify ways to maintain currency of safe work practices in regards to

4. Reflect on own safe
work practices.

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.
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Appendix 1: Elements, Performance Criteria, Performance Evidence and
Knowledge Evidence (continued)

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.
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Appendix 1: Elements, Performance Criteria, Performance Evidence and
Knowledge Evidence (continued)
Knowledge Evidence
Hazard identification, including:
• definition of a hazard
• common workplace hazards relevant to the industry setting
• workplace procedures for hazard identification.
Workplace emergency procedures.
Workplace policies and procedures for WHS.
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Appendix 1: Elements, Performance Criteria, Performance Evidence and
Knowledge Evidence (continued)
ELECTIVE UNIT 1: CHCSET001 Work with Forced Migrants
Element

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

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

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.
2.1 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

2. Plan settlement
services.

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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Appendix 1: Elements, Performance Criteria, Performance Evidence and
Knowledge Evidence (continued)
Element

Perfromance Criteria
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. Address issues
associated with
people who are
forced migrants.

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

4. Monitor and
review 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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Appendix 1: Elements, Performance Criteria, Performance Evidence and
Knowledge Evidence (continued)
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.
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Appendix 1: Elements, Performance Criteria, Performance Evidence and
Knowledge Evidence (continued)
Knowledge Evidence
Service delivery frameworks.
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.
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Appendix 1: Elements, Performance Criteria, Performance Evidence and
Knowledge Evidence (continued)
ELECTIVE UNIT 2: FSKWTG06 - Write simple workplace information

1. Prepare to
write simple
workplace texts.
2. Use drafting
strategies 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.
2.1 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.
3.1 Check draft text

3. Review and
finalise simple
workplace texts.

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.
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.
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