








Recommendation 10 — Establish an EAPS online system for electronic lodgement of EAPS,
and communication between the Commission and NSW agencies.

Resource handbook

Currently, a resource handbook for CEOs and senior managers is available on the Commission
website. However, it will require revision with the recommended changes to the Standards
Framework and the intended shift from retrospective reporting to forward planning.

The review considered it essential that a new resource handbook provide more detailed guidance
on inter-agency undertakings and areas of innovation, such as program evaluation, cultural
diversity training, consumer feedback, and the use of technology in multilingual information
dissemination. Consideration should be given also to launching the revised handbook with the
new wave EAPS.

The review concurs with the White Paper, Cultural Harmony. The Next Decade 2002-2012, on
the need for a practitioners resource handbook, or at least a practitioners section in the resource
handbook. During the review, agencies expressed the need for a resource that would define
clearly what was sought under each of the Standards Framework criteria, how to go about
developing EAPS activities, current strategies adopted by agencies in EAPS areas, and best
practice models.

During the review, a number of changes in agency practice and emerging issues were raised which
participants felt needed to be addressed in the Standards Framework and the practitioners resource.

EAPS implementation structures

The review thought the resource handbook should address structures appropriate to carrying
forward EAPS implementation. For example, to avoid isolation and the perception of burden, it
is thought that agencies, when possible, should form a team rather than making one individual
responsible for implementing and monitoring EAPS. A team approach, supported by senior
managers, tends to be more effective. This need not be a dedicated team, but rather a team that
includes EAPS in its other roles, and preferably from different sections of the agency. The team
could have scheduled meetings, terms of reference, a clear annual work plan, and be chaired by
a senior manager with CEO support.

It was thought that the level of staff involved in EAPS needs to be strategically considered by each agency
and the handbook should include a discussion on the advantages of a team approach to EAPS.

Community consultation and consumer feedback

A key aspect of making planning more responsive to cultural diversity is having a comprehensive
understanding of the nature of that diversity. Before any agency can adequately plan policies and
services to meet the needs of the community, information must be gathered on who the community
is and its needs. In terms of developing concrete strategies for the future, EAPS needs to make a
clear difference between community consultation and gaining consumer or customer feedback.
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It is important that agencies consider best practice methods to reach culturally and linguistically
diverse groups when consulting and seeking consumer feedback. As a great deal of expertise
exists already in some agencies and the Commission on how best to reach diverse communities,
an interagency forum is suggested to further explore and record different strategies and best
practice in these areas.

The revised Standards Framework and new resource handbook should address emerging issues
raised by agencies, such as new technologies of automated telephone answering services which
are causing problems for clients with limited English. Other technologies such as multilingual
software systems are useful for clients with limited English, providing they have access to a
computer and the internet.

Agencies will need to develop specific strategies to deal with these emerging issues which should
reflect as actions in the revised Standard Framework and practitioners resource.

It was suggested that when there is overlap with EAPS and Equal Employment Opportunity
(EEO) reporting, such as the Community Language Allowance Scheme or designated positions,
agencies can avoid duplication by reporting them through the EEO process in the annual report
to Parliament, with a cross reference in the agency’s EAPS report.

Development of a new resource handbook is an opportunity to provide guidelines to all New
South Wales Government agencies on how to most effectively report on their EAPS activities in
their annual report to Parliament.

Recommendation 11 — Publish for CEOs, senior managers and EAPS practitioners a new
resource handbook which includes changes to EAPS, the revised Standards Framework
and suggested EAPS strategies.

Key terminology

As discussed, agencies need to collect consistent information for disaggregation of data to allow
analysis and action on issues relating to language, culture and religion. In the consultative meetings,
participants raised concerns about inconsistencies in the use of language in EAPS documents and
the absence of definitions or sufficient explanation of terms in the EAPS Standards Framework.
Development of a new resource handbook is a good opportunity to review the use of language in
EAPS and outline multicultural terminology preferred by the New South Wales Government.

Recommendation 12 — Provide definitions of key terminology related to EAPS in the new
EAPS resource handbook and other information.

Inter-departmental EAPS development and implementation

A number of discussions in EAPS review meetings included how departments and authorities
could work together on complex multicultural issues which would involve co-operation between
several agencies and joint planning and implementation over one or several years.
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An emphasis on EAPS forward planning would enable a shift from quick, or ad hoc, interagency
responses to crisis situations and to a more strategic approach.

A number of agencies made a plea for a whole-of-government EAPS planning approach to major
issues, eg. Pacific youth (involving education, employment, legal and incarceration issues, leisure,
family, etc).

It was suggested to establish an innovation fund for whole-of-government action on key themes
that are the core business of agencies. It was argued also that small seeding grants to agencies
could provide impetus for joint action that would make a difference.

The review considered that the agreement provision in the Community Relations Commission
and Principles of Multiculturalism Act 2000 could be an effective way to formalise interagency
EAPS undertakings.

The review also considered the complaints area that is pertinent to agencies, such as the NSW
Ombudsman and the Health Care Complaints Commission that deal largely with complaints about
other agencies and, in the past, have found it harder to fit with the EAPS reporting framework.
These agencies collate important information that may help other agencies better address
complaints or concerns. For example, a health consumer may complain about inappropriate or
incorrect treatment relating to language and communication, but unless language and other data
are recorded, systematic identification of problems and solutions is not possible.

The review suggests that in such cases, an agreement may be useful to determine the most useful
form of complaints reporting, enabling the use of data on diversity indicators by other agencies.

Recommendation 13 — Initiate inter-agency EAPS planning to address issues requiring joint
planning.

State-wide EAPS indicators

One suggestion was that the NSW Government consider introducing a Bill of Rights, similar to
Victoria, to enhance state-wide commitment to multiculturalism and diversity. It was felt that this
broad commitment was not reflected in the NSW State Plan. The review observed that extensive
consultation would be required to establish the desirability or effectiveness of this measure.

Suggestions were made also about the desirability of defining a set of state-wide outcomes, or
indicators, for EAPS as these did not feature in the NSW State Plan. It was argued that these state-
wide indicators could give CEOs and senior management a clearer picture of the government’s
goals and targets for New South Wales and would support inter-departmental EAPS planning.

These suggestions that aim to give EAPS goals a higher profile merit further consideration.
However, taking into account the diversity of New South Wales agency business, the review
considered the possibility and benefits of developing state-wide EAPS indicators would require
further research.
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Recommendation 14 — Undertake a study to explore the feasibility of defining state-wide
EAPS outcomes/benchmarks, including those for regional areas.

Conclusion

The EAPS program was conceived as a mechanism to change the attitude of bureaucracy towards
the provision of services to better meet the needs of a diverse population. It was the first example
of such a strong governance model for multiculturalism in Australia and globally, and has had
bipartisan support from successive governments.

This review concludes that EAPS is still a strong governance model for multiculturalism, access,
equity and participation strategies across the NSW public sector. The EAPS Program and its
Standards Framework have provided more stringent accountability measures for public agencies
to review progress and report to Parliament through the Commission, as the lead agency.

Achievements include a wide range of modified mainstream and multicultural programs and
services within state government agencies, widespread use of language services, multilingual
information material, and identified positions for culturally and linguistically diverse staff to meet
the needs of community groups. Without the introduction of a formal and legislative reporting
base, it is the review’s view that such progress would not have been made.

Although the introduction of the Standards Framework in 1998 has encouraged consistent
reporting and benchmarking across its five core activity areas, it is evident that EAPS operation
needs considerable renewal. In particular, greater emphasis should be placed in the program on
forward planning and the Standards Framework needs review and re-structuring to ensure better
sequencing of its criteria.

While this review is not an outcome evaluation of the EAPS Program or the Standards Framework,
it is concluded that EAPS is the most effective example of multicultural governance that was
reviewed internationally and within Australia.
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Appendices

APPENDIX A: EAPS KEY AGENCIES 2008

In December 2008, there were 18 EAPS key agencies in New South Wales

Attorney-General’s Department

Department of Ageing, Disability and Home Care
Department of the Arts, Sport and Recreation
Department of Commerce

Department of Community Services

Department of Corrective Services

Department of Education and Training

Housing New South Wales

Department of Juvenile Justice

Department of Local Government

Department of State and Regional Development
Health Care Complaints Commission

Legal Aid Commission of NSW

New South Wales Police Force

NSW Department of Health and Area Health Services
NSW Ombudsman

Roads and Traffic Authority of NSW

WorkCover Authority
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Appendix B: EAPS milestones

1977 - NSW Ethnic Affairs Commission formed to review and write a report on access issues
pertaining to people from non-English speaking backgrounds.

1978 - Participation Report released, following the NSW government’s review into the needs
of people from non-English speaking backgrounds in New South Wales.

1979 - The Ethnic Affairs Commission of NSW formally established under the Ethnic Affairs
Commission Act 1979.

1983 - The Premier established the Ethnic Affairs Policy Statement (EAPS) Program. All NSW
public sector agencies are required to develop an EAPS, comprising a retrospective and
a forward component, and submit it to the then Ethnic Affairs Commission.

1986 - Local Government Ethnic Affairs Policies Statements developed and piloted in five local
government areas.

1990 - The Ethnic Affairs Commission produced the Ethnic Affairs Policy Statement (EAPS)
Program Strategic Plan which contains a set of EAPS goals and performance measures
for the whole NSW government sector.

1993 - Under the Charter of Principles for a Culturally Diverse Society, all NSW
public sector agencies were required to prepare Statements of Intent, and the four
Principles of Cultural Diversity became State policy.

1996 - Following the NSW Government’s review of ethnic affairs, the Ethnic Affairs Action
Plan 2000, was released. The plan defines the government’s three key result areas as:
social justice, community harmony, and economic and cultural opportunities.

1997 - As part of the 1996 review of ethnic affairs, the Ethnic Affairs Commission Amendment
Act was proclaimed in 1997. The amendments enshrined the four principles of cultural
diversity in state law, strengthened EAPS obligations on NSW public sector agencies,
and enhanced the powers and responsibilities of the then Ethnic Affairs Commission.
The NSW Government re-introduced the Ethnic Affairs Priorities Statement (EAPS)
Program.

The Premier released Memorandum No 97-7, which stated that all NSW agencies were
required to prepare an EAPS. They were also required to include a statement on their
EAPS progress in their annual report, by authority of the (1997) Regulations under the
Annual Reports Acts.
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The first Ethnic Affairs Report 1997 on the status of ethnic affairs and EAPS outcomes
in New South Wales was prepared by the Ethnic Affairs Commission for tabling in
Parliament as required under section 17, of the Ethnic Affairs Commission Amendment
Act 1996.

1998 - The EAPS Standards Framework was implemented. For the first time, the NSW

2001

2002

2004

2008

Government could benchmark EAPS progress across the public sector in five core
activity areas: planning and evaluation, program and service delivery, staffing,
communication, and funded services. This framework also provided the government
with an objective measurement of agency EAPS performance over time.

From 1998, key agencies were required to submit annual EAPS retrospective reports to
the Commission against the Standards Framework criteria.

- The Community Relations Commission and Principles of Multiculturalism Act 2000
was enacted. The Community Relations Commission For a multicultural New South Wales
was created, with greater responsibility for the EAPS Program. The Act requires the
Commission “...to assist, and assess the effectiveness of, public authorities in observing
the principles of multiculturalism in the conduct of their affairs, particularly in connection
with the delivery of government services”.

- The Premier released the Green Paper, Cultural Harmony: The Next Decade 2002 —
2012, which evaluated the Ethnic Affairs Action Plan 2000. Based on this evaluation, 46
recommendations were proposed, some of which relate to the future direction of the
EAPS Program.

- The Premier released the White Paper, Cultural Harmony: The Next Decade 2002-
2012, which defines EAPS and aligns the principles of multiculturalism with New South
Wales key objectives of: leadership, community harmony, access and equity, and
economic and cultural opportunities.

- To assist local councils to implement the principles of multiculturalism, required by the
Community Relations Commission and Principles of Multiculturalism Act 2000, a kit
and planning framework was released for use by local councils.
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APPENDIX H - THE EAPS STANDARDS FRAMEWORK
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