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Care staff, Arpana Rana with client, Dimitri Topouzakis

Hello! Anyoung! Marhaba! Yassou! Ni Hao! Selam!
Welcome to the spring edition of your Multicultural Care newsletter! Inside, find information on
how to stay protected from COVID-19, enjoy photos from our Mosaic Festival and read about
Dr Ahmad’s experience with Home Care Packages.
Following outcomes from the Royal Commission into Aged Care Quality and Safety, we also share
with you some big changes that government is making to reform the aged care sector.
Speaking of quality, Multicultural Care is looking for people to join a working group to help improve
quality outcomes for our consumers. Interested in making a difference? Find out more on p. 14!

Finally, don’t miss the heart-warming story on p.15 about how one volunteer and her pet are
spreading joy through the Community Visitors Scheme.
If you would like to join our mailing list, please email referrals@mc.org.au, or call (02) 9718 6199.
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Message from the CEO
Hope this Winter issue finds you safe, warm and well.
Have you had your COVID-19 vaccinations yet? I truly hope that if you haven’t already, that you
receive them soon, in consultation with your doctor. One thing has become very clear:
in order for us to get on top of this dreadful COVID pandemic there are three things we must
all do. Firstly, we need to follow COVID safe practices like mask-wearing, physical distancing
and washing hands frequently. Secondly, we need to be aware of – as well as to respond to —
the latest NSW government health advice (please read more about this on page 3). Thirdly, we
need to get vaccinated against the virus.
Multicultural Care staff have been strongly encouraged to obtain their COVID-19 vaccinations
— whilst it’s reassuring that the government has made vaccinations mandatory for residential aged care staff, I hope to see
these measures extended as soon as possible to all aged and
disability care workers, as well as workers in the retail, hospitality and transport sectors, so that our community has the best
chance of being protected. In the meantime, our care staff continue to comply with NSW Health orders.
I ask our clients and participants to please be patient as there may be times when Multicultural Care is directed by NSW
Health to suspend or cancel your services and programs (such as art therapy and day care programs). Please understand
that it is for your health and safety — which needs to be the foremost consideration at all times. Cancelled services and
programs will resume again, once the environment is safe. If you are finding it challenging in these times, or need more
information regarding your service delivery, please don’t hesitate to contact your care coordinator/advisor. We are always
here for you and aim to support you during these challenging times. We can also organise alternate services if needed.
We are thankful that COVID-19 did not disrupt our Mosaic Festival celebrations on the 10th of June. Over two hundred
community members were able to gather to celebrate cultural diversity through music, dance and art. The event showcased
the great talents within our community — and it was delightful to see so many clients up on stage performing , or having
their artworks on exhibition for everyone to enjoy. The event really highlighted that age, gender and ability should never be
a barrier to cultural expression— and that our community is so much richer because of all the wonderful cultural
backgrounds that it is comprised of. (Read more about the Mosaic Festival on pp. 4-7)
If you are a Home Care Packages client, please be aware of changes in the payment process for your account, which take
effect this month. We hope that by now you would have received a letter which explains the changes. Should you
require further clarification, please don’t hesitate to talk to your Care Advisor. (You can read about the changes on p. 14)
The government response to the Royal Commission into Aged Care Quality and Safety means many changes to the sector.
Read about some key changes the government is making on p.10.
Did you know Multicultural Care turns 30 this year? We are so proud to reach this 30-year milestone of providing essential
aged and disability care to our multicultural community. COVID– permitting, to mark this special occasion, we plan to host
an open AGM celebration on Wednesday 9 December. Stay tuned for more information!
Multicultural Care has recently launched a consumer engagement and quality project, aiming to increase quality outcomes
for our consumers. As part of this process, we have enclosed a survey for you to complete, which will help to better our
engagement with you. As you will see on p.14, we are also looking for working group members to help us launch a new
quality strategy. We are committed to delivering quality, client-centred services, so please
get involved and help us to achieve the best possible outcomes for our consumers.
Wishing you a spring that is filled with happiness, warmth and vitality.
Your partner in care,
Dr. Rosy Walia
Chief Executive Officer
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COVID-19 Safety
What you need to know ¹

Stay up to date with the latest government news and advice by regularly
visiting the NSW Health web page:

www.nsw.gov.au/covid-19 (you have the option of selecting your preferred
language)

COVID-19 Protection Measures
Maintain a 1.5m distance between you and people
living outside your household

Wear a mask when going outside your home

Wash your hands regularly

Use the Service NSW phone app check-in and
check-out of places you visit

If you are feeling unwell get tested straight away
and stay at home

Keep up to date with the latest NSW Health advice,
visit: www.nsw.gov.au/covid-19

Useful COVID-19 helplines
Fo r h e a lth -re la te d q u e stio n s a b o u t COV I D- 19, c a ll 180 0 0 20 0 80.
Fo r n o n - h e a lth re la te d q u e stio n s, c a ll 13 77 8 8.
Fo r m e n ta l we llb e in g su p p o rt , c a ll 180 0 5 12 3 48 .
* Th e a b ov e p ho n e nu m b e rs o p e ra te 24 h o u rs a d a y , 7 d ay s a we e k .
Fo r a fre e te le p h o n e in te rp re te r, c a ll 13 1 45 0 a n d sa y the la n gua ge y ou n e ed . Yo u
c a n th e n a sk th e in te rp re te r to c o n n e c t y ou to th e n u mber y o u wish to c o n ta c t.
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Celebration of cultural diversity
On Thursday 10 June 2021 we celebrated and honoured the many cultures that make up our rich
community at the Mosaic Festival. Held at Club Burwood RSL, the Festival was attended by over 200
community members, including; on behalf of the Minister for Multiculturalism, Mr Joseph La Posta, CEO
of Multicultural NSW; Mayor of Burwood, Cr John Faker; and Mr John Sidoti, MP. The occasion provided
a great opportunity for our community to connect; and to celebrate and honour cultural heritage. It also
put a focus on ability and talent, regardless of age— through the many outstanding performances
delivered by members of our community, as well as the colourful artworks, on display, which were
created by participants of our art therapy groups.

Pictured above: Korean drumming group, Arang Go Go Jangu opened
the festival.
Pictured left: D’harwal Elder, Aunty Deb Lennis welcomed people to
country, paying respects to the Wangal people of the Eora Nation (the
traditional owners of the land on which the Mosaic Festival was held).
Pictured below left: Mr John Sidoti MP addresses the audience.
Pictured below (left to right): Mr Joseph La Posta; CEO of
Multicultural NSW: Mayor of Burwood, Cr John Faker; and Chair of
Multicultural Care, Mr Emanuel Valageorgiou.
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Left: Accordionist and
singer Philippe Wittwer
entertained the audience
with songs from all around
Europe, including Italy,
Greece and France. He also
gave an impromptu
performance with Shania
Wen (who also performed
with the Sydney Xue Hua
Piao Chinese Music Group).

People couldn’t sit still at the Mosaic Festival! Many were inspired
to sing, clap and dance to the variety of cultural music on offer.

Pictured above left: community members enjoy
dancing to the live music.
Pictured above right: Male belly dancer, Modi
shimmies with a member of the audience.
Pictured left: Multicultural Care staff get into the
spirit of the event, and encourage others to join
them in dancing.
5
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Cultures come together at the Mosaic Festival
Chinese fashion show models
f r o m t h e D o n g F a n g Yu n M o d e l
A r t Tr o u p e

Uyghur dancing by
Narkiz Jessur

Choristers from the Andalus
Arabic Choir
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M a c ed o ni an D a nc e G ro u p

I r i s h m u s i c r e c i ta l b y N o e l
Mc Co rmack and Jo Burgess

The Sydney Xue Hua Piao
Chinese Music Group

Benefits of art therapy
showcased at festival
The Mosaic Festival featured a display of community artworks
created by participants of the Delightful Colours of The World program.
The program consists of a 12 week art therapy workshop, funded by a
Stronger and Resilient Communities Grant from the Department of Social
Services. Created and led by experienced art therapists, the workshops allow
older people, as well as people with disability to enjoy themselves through creative
expression, while exploring their cultural roots and identity.

“Art therapy (or Creative Care) enables us to connect to our country
and our culture, and most importantly, creates opportunities
to connect with our community.”
- Jacquie Schneider
Art therapist, Jacquie Schneider (pictured left), who facilitates
a number of art therapy groups for Multicultural Care, spoke
about the benefits of art therapy at the Mosaic Festival.
Ms Schneider stated that science has shown that art therapy,
or “creative care”, as she prefers to refer to it (believing that
the term “art therapy” still has a stigma associated with it),
“reduces both stress levels and blood pressure, and increases
serotonin and endorphins — the “feel good hormones”.
Ms Schneider also stated that each time we engage in a creative activity we reveal a vulnerable
part of ourselves. Sharing creative activities within a group encourages trust and builds
relationships. “Creative care enables us to connect to our country, our culture, and most
importantly, creates opportunities to connect to our community,” she said.
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HOME CARE CARE PACKAGES
Home Care packages are funded by the Australian Government and provide continued
support to older Australians who want to maintain their at -home independence. Packages
are designed according to the individual ’s needs. Each client is provided with customised
care services to maintain their wellbeing, liberty and connection to their community.

Home Care Package levels:
Level 1 — for people with basic care needs
Level 2 — for people with low care needs
Level 3 — for people with intermediate care needs
Level 4 — for people with high care needs
Home Care Packages can be accessed by Aboriginal and Torres Strait Islanders aged 50 years and
over, older Australians (aged 65 or over), and self -funded retirees (on a cost-for-service basis).
An Aged Care Assessment Team determines eligibility for a Home Care Package and the level
that can be accessed.

Once assessed as eligible, clients are introduced to a Case Manager who customises a care plan
in consultation with the client. Once a care plan is finalised, clients are assigned
suitable staff for their services and in -home service delivery can commence. Case Managers
conduct regular reviews with clients to ensure that their support needs continue to be met.
They also assess if new requirements should be incorporated into their clients ’ care plans.

Our Home Care Packages can provide:
•

•
•
•

•
•
•
•
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Dr Qazi Ashfaq Ahmad OAM

Dr Qazi Ashfaq Ahmad
with his daughter
Fauzia Siddiqui (left), son
Zia Ahmad (centre) and
daughter Najia Khalil
(right). Photo courtesy of
the Australasian Muslim
Times (AMUST).

Dr Qazi Ashfaq Ahmad OAM, aged 90 years, is a retired professor of mechanical
engineering. Dr Ahmad was forced to leave his job in Kashmir, India and migrated to
Australia in 1971.
As one of Australia’s most honoured Muslims, for almost half a century Dr Ahmad has helped build Islamic
institutions, promoted interfaith harmony, and founded community organisations, ensuring that Muslims have
the opportunity and supports to be productive members of Australian society.

On 8 September 2020, Dr Ahmad was bestowed with the prestigious Medal of the Order of Australia (OAM) in
recognition of his outstanding services to the Muslim community and to interfaith relations.
Dr Ahmad lives with his son and family. He has very supportive children and other family members.
Dr Ahmad has a very independent nature and does not want to be a burden on his children. Our bilingual
support staff visit Dr Ahmad six days a week, providing him with personal care and domestic assistance. This
enables Dr Ahmad to get his day started while feeling empowered.
Dr Ahmad connected with Multicultural Care a few years ago when he commenced services through a Home
Care Package, with a goal to continue living in dignity with his family.
Multicultural care has also enabled Dr Ahmad to access allied health services including physiotherapy and
nursing care.
No matter what the future holds, Dr Ahmad is confident that Multicultural Care will continue to provide him
with the assistance needed to live independently with his family.
“I am very happy with the support provided by Multicultural Care,” Dr Ahmad said. “The staff are very
passionate and empathetic,” he said.
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Response to the Royal Commission into Aged Care Quality & Safety

Royal Commission Into Aged Care Quality & Safety
On the first of March 2021, the Australian Government
released the Final Report of the Royal Commission into Aged Care
Quality and Safety. The report, titled Care, Dignity and Respect
featured 143 recommendations across seven volumes and
concluded with the following words;

(Aged Care Royal Commission Final Report: Care, Dignity and Respect
Volume 1, p.73)

The Royal Commission found that older people experienced difficulties in entering and navigating the aged care system. Also, and
most disturbingly, it found that at least “1 in 3 people accessing residential aged care and home care services, have experienced
substandard care — whether through nutrition, medication management, skin care, complex care, physical or sexual abuse or
inappropriate restrictive practices.” (Alison Choy Flannigan, Health & Community Law Alert: Aged Care Update – Royal Commission into
Aged Care Quality and Safety final report released, 4 March 2021) This led the commissioners to call for a new aged care system that
would,

(Aged Care Royal Commission Final Report Vol 3A, p. 14)

In response to findings from the Royal Commission, on 11 March 2021, the government announced a Federal Budget that aimed
to overhaul the system over the next five years, supported by additional expenditure of $17.7 Billion over four years. COTA
Australia’s (Council on The Ageing: the national peak body dedicated to representing the interests of older Australians) Chief
Executive, Ian Yates, welcomed the package as a ‘serious and meaningful response to the ‘neglect’ identified by the Aged Care
Royal Commission.’

10 key changes the Federal government is making to fix our aged care system:

1. A New Aged Care Act

1

to ensure and protect the rights of older people who receive care.

2. Proper oversight mechanisms

to ensure reform , through an Inspector General, an
Independent Pricing Authority, a National Aged Care Advisory Council and the Council of Elders.

3. A simple system where care is guaranteed within 30 days ,
home care services will be received within 30 days of registering with My Aged Care.

4. An additional 80,000 Home Care Packages
list.

this will mean

over the next 2 years to remove the waiting

5. An improved home care system

with a commitment to develop a single assessment
workforce by end 2022, and to implement a new single Support at Home system delivering individualised care by end
2023 making consumers genuine partners in the design and delivery of their care.

6. A network of 500 Community Care Finders
and navigate the aged care system from 2023.

around Australia to assist people to access

7. Full transparency

and easy to understand indicators to help inform consumer choice: the
introduction of the Star Rating system from late 2022 will provide an easy to understand comparator between
different aged care providers.

8. A trained and qualified workforce , with investment in traineeships and an Aged Care

Screening System for personal care workers.

9. Support to Carers and Dementia Care including $441M for residential respite (plus an
addition $60.1M to improve residential respite), $134.9M for respite via CHSP, $53M for carers of people living with
Dementia, and $103.4M will be invested for support services via the Carers Gateway.

10. Better integration

of other health and wellbeing services with aged care. — including ending the
major problems in the aged care/health systems interfaces.
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1 Based on COTA’s media release: Council on the Ageing welcome biggest investment in aged care in a generation, 11 May 2021.

Surveillance of services
Following the findings of the Royal
Commission into Aged Care Quality and
Safety, which featured several disturbing
cases of abuse and mistreatment of some of
the most vulnerable members of our
community, a trial of CCTV cameras inside the
rooms of aged care residents within two
nursing homes in South Australia has begun.

There is also legislation that covers the use of
cameras within a person’s home. Under the
Surveillance Devices Act, an owner/occupier
of a house is legally allowed to install covert
optical surveillance equipment. This means
that clients are legally entitled to record what
is happening within their own homes.
As there is no requirement under the
Surveillance Devices Act to notify when
A
surveillance is being undertaken, Multicultural b
o
Care is not aware of any clients who are
currently doing this. However, given the outcomes of the Royal Commission into Aged Care, it
is probable that some families and carers are using video surveillance in their own homes as a
measure to protect their loved ones. Multicultural Care understands that this action may offer
some families and carers peace of mind. Ultimately, client safety is of upmost importance to all
of us, and we support any measure to safeguard this. Please note however, that in New South
Wales, the Surveillance Devices Act 2007 prohibits the recording of audio conversations
without the consent of all parties — so please obtain consent from our support staff prior to
recording audio conversations. We thank you for your cooperation.

Did you know?
Multicultural Care recently partnered with SBS television show, Insight on an episode about caring for
ageing parents. The producer of Insight requested to be connected with a multi-generational family all
living under the same roof, who would be willing to discuss how care duties are allocated within their
family, the challenges and stressors involved, and the role that culture plays in caring for elderly members
of their family. We would like to thank the Ahmad family for generously offering to share their personal
story. The family, who is of Indian origin and Muslim faith, provided an important alternate perspective.
View their approach to caring (as well as others’) on Insight, Episode 11, Caring for Ageing Parents (via SBS
On Demand), or visit: www.sbs.com.au/news/insight/tvepisode/caring-for-ageing-parents
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Farewell Suk Hee!
On Wednesday 2 June 2021,
Multicultural Care office staff held
a special farewell afternoon tea
for bilingual staff member, Suk Hee
Joo.
We were sad to say goodbye to Suk
Hee, as she was a dedicated member of
our team who had provided quality care
to our clients.

k

Suk Hee explained that her reason for
leaving was that she needed to go to
Korea — so she could be there for her
own mother, who now needed her care.

oa

We wish Suk Hee all the very best for
the future and sincerely thank her for
her time at Multicultural Care.

For the last five years, he has been receiving domestic care assistance — once a week — from
Multicultural Care. He describes care staff as being, ‘very nice’, and adds, ‘they clean effectively!’

Pictured left: Suk Hee Joo is
joined by Dr Rosy Walia, CEO of
Multicultural Care (far left)
and to her right, by fellow
bilingual support staff members
and friends; Petti Litrico, Nga
Thi Thuy (Nga) Le, and Hoa Thi
Hong Le.

When asked for his advice on living a long and healthy life, Mr Topouzakis shared the following:

12
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Client and Family Survey

Get a
FREE 1
Multicultural Care really values our clients and families, and we are hour
planning some new and exciting ways to involve you in making our
services even better!
So, please fill in our special survey (enclosed with this newsletter)
which asks which topics you are interested in knowing more about.
We encourage clients AND family members to fill in the survey
together. The survey should take about 6-8 minutes to complete.
The survey can also be completed online via the following link:
https://www.surveymonkey.com/r/MultiCulturalCare
Thank you very much for helping us to be the best service provider
for people from diverse and multicultural backgrounds!

Congratulations to Diana Harsas, our wonderful Administration and
Customer Service Officer! Diana gave birth to a beautiful baby girl, named
Sara Harsas on Wednesday, 19 May 2021. We wish the Harsas family all
the very best with their new addition to the family!
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Changes to HCP client payments

client satisfaction surveys to all our clients to help determine if we are meeting their needs.

Did you know monthly billing arrangements for Home
Care Packages clients have now changed?
Changes in the payment process for Home Care
Packages to providers that took effect from 1 February
2021 now mean that providers get paid in arrears for
Home Care Packages. Previously we were paid in
advance.
Under previous arrangements, Home Care Packages
clients received their monthly client contribution
invoice from Multicultural Care in arrears at the end of
each month.

A change took effect in August, when clients received two invoices for their client contribution. The first
invoice was for their July contribution. The second, (which would have been received on 15 August 2021) was
for their August contribution, under the new arrangement. Going forward, client contribution invoicing will be
delivered on the 15th day, or next working day, of each month.
Consistent with the new timing of invoicing above, direct debit payments for July were processed on 15
August. The August direct debit payment will be processed on 31 August. From this point on, direct debit
payments will be processed at the end of the month it is due.

We believe that this is the most equitable arrangement for Multicultural Care and you, our valued clients.
Except for the initial shift in timing of the monthly invoicing there will be no other changes. Importantly, your
financial commitment remains unchanged.
Please do not hesitate to contact your Care Advisor if you would like any further clarification regarding your
Home Care Packages billing arrangements.

An exciting new approach to quality! Call for Working Group Members
Looking for a new challenge or growth opportunity? Interested in sharing your experiences and ideas?
Enjoy working with and learning from others? Then this opportunity could be for you!
Multicultural Care is launching a new Quality Strategy. Our aim is to increase quality outcomes for our
consumers by strengthening quality systems. We are looking for around 10 people with diverse
experience to join our Working Group. We would like to have representatives including consumers,
carers, support staff, care advisors, registered nurses, team leaders, managers, and board members. You
don’t need any special qualifications. You just need energy, ideas, a team approach, and a positive attitude.

What’s involved?
- Three 2-hour workshops (dates depend on Covid-19 restrictions)
- An hour or two per week preparing for workshops or doing follow-up work
- Reimbursement will be arranged for consumers and volunteers (and this is a paid role for staff)
What next?
If you would like to be considered for the Working Group or would like to have an informal chat about
what’s involved, please contact:
- Stephen Lowe (Manager Client Services) on 0417 816 664, or email managercs@mc.org.au; or
- Debbie Jamieson (Project Lead) 0433 985 143, or email debbie@djamiesonconsulting.com.au
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We hope to fill the positions by mid-September, so we’d love to hear from you!

Spreading birthday joy!
Community Visitors Scheme (CVS) volunteer, Laura
Kirwan, shares news of her visits with client, Wendy.
“I visited Wendy in person on
Mother’s Day in May. I brought her
cake and flowers. She was delighted.
When chatting she mentioned how she
loved McDonalds and that it was many
years since she’d eaten McDonalds. I
searched for the nearest McDonalds
and discovered one only 15 minutes
away from the centre. I told her I
would go and get her McDonalds and
she beamed with happiness. Her order
was a happy meal and it certainly
made her very happy indeed.
Wendy invited me to her birthday
party on the 4th June. I promised her I
would make it. I arranged to have the
day off work and spent the afternoon
celebrating Wendy’s birthday. I also

brought my dog Buddy along as a surprise. Wendy and I talk about Buddy on the phone however she
had not met him. Buddy was a big hit! I also bought Wendy a rooster jersey, rooster hat, pyjamas, socks
and toiletries for her birthday, seeing her open up the present was priceless!”

Pictured above right:
Volunteer Laura Kirwan
attends Wendy’s birthday
celebration with her dog
Buddy.
Pictured left: Wendy with her
Mother’s Day gifts from
Laura.

Pictured right: Wendy
receives hugs from Buddy!
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Employment Opportunity
Bilingual Support Staff
For almost 30 years, Multicultural Care has been a leading provider of aged and disability
services, supporting our clients to live safely and independently in their own homes. A key to our
success has been matching clients with support staff that share the same cultural background,
ensuring that each client’s physical, language and cultural needs are recognised and respected.
Due to our continued commitment to an excellent customer experience, we are undergoing
significant growth and require more support staff to meet our increasing client demand.
In particular, we are looking to recruit Greek, Arabic and Vietnamese-speaking staff to work
across any of the Inner West, South East and South West regions of Sydney.
The prerequisites required to undertake such work are:
•
•
•
•

•
•
•

Current First Aid Certificate including CPR
Car Licence
Access to a comprehensively insured and fully registered vehicle
Unrestricted rights to work in Australia
A vaccination record
Police check no older than 3 months, or the willingness to obtain
NDIS Worker Screening Check

Interested?
Contact Stephen Lowe, Manager Client Services on 9718 6199 or email your resume to
managercs@mc.org.au

Contact us:
Address: Suite 30, 532—536 Canterbury Road, Campsie NSW 2194
Phone: 02 9718 6199 Fax: 02 9789 2392
Email: admin@mc.org.au or referrals@mc.org.au
www.multiculturalcare.com.au
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