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Acknowledgement of Country

Merri-bek City Council acknowledges the Wurundjeri Woi-wurrung people as the Traditional
Custodians of the lands and waterways in the area now known as Merri-bek. We pay respect to
their Elders past, present, and emerging, as well as to all First Nations communities, who
significantly contribute to the life of the area.



Background

Council's Community Engagement Policy (the Policy) supports the requirements of the Local
Government Act 2020. The Policy sets standards for how Council engages with the Merri-bek
community, to involve them in decision-making and in shaping projects and services that are
important to them.

Council recognises that older non-English speaking residents, who make up 6.8% of the total
population, are not always adequately represented in our community engagement activities.

This project was designed to identify efficient, effective and innovative ways to better
communicate with our older multicultural residents. The intent is to ensure that our older
multicultural communities can participate in ways that are inclusive, maximise their voice and
input.

Key findings - Highlights
Overview of the key findings from the engagement project

Question 1: How do you find out information about Council?

e Merri-bek Community News
e Through a Merri-bek Seniors’ Group
o My Merri-bek e-newsletter (fortnightly digital newsletter)

Question 2: How would you like Council to engage with you?

e In person community meetings at local neighbourhood centres, libraries or seniors’ clubs
Hosting information sessions at local libraries where older people can ask questions and
learn about Council projects

e | would like someone to come and talk to me and ask my opinion

Question 3: What makes it difficult for you to participate in Council projects?

e | am not aware of how | can participate
e Difficulty understanding information due to language barriers
e Difficulty using online platforms or digital tools required for participation

Question 4: Is there anything else you would like to tell us about engagement at
Merri-bek?

The most frequently discussed theme was a desire for more social connection and support with
activities, excursions or games for older people. Organisations such as Pronia Aged Care and
the Ethnic Communities Council of Victoria told us about the importance of working with
trusted sources when sharing information or gathering feedback, and that not all people will

have basic literacy skills, even in their own languages.



Consultation overview
Engagement purpose

This engagement program was implemented to inform an amendment to the Community
Engagement Policy which focuses on improving engagement for older, non-English speaking

residents, to maximise opportunities for them to participate in decisions that affect their lives.
Engagement process and participation

The project team offered a variety of opportunities for older people to engage in a way that was
meaningful to them, and at a place and time that was convenient. We worked with Council's
Accessible and Inclusive Communications, and Living and Ageing Well teams to identify an
appropriate and inclusive engagement strategy that would also be effective given the limited
timeframe. The teams shared valuable points of contact for multicultural communities through

their networks and databases.

In response to the Council Resolution 7.9 Improving Community Engagement for Older, Non-
English Speaking Residents, Italian, Greek, Arabic and Turkish language speakers were a focus
for participation. These 4 languages are the most frequently spoken languages by people over

65 years of age across Merri-bek (Census, 2021).

The program focussed on face-to-face engagement to reduce barriers to participation,
supplemented by digital engagement.

The project team also collaborated with Council's Living and Aging Well Program Lead,
Diversity Officer, Glenroy and Fawkner Library Multicultural Services Officer, and the
Community Development and Social Policy Team to seek out established contacts or

relationships with older multicultural residents and community groups.




In-person engagement

e Seniors’ Group visits: officers liaised with various seniors’ group leaders to arrange to
meet at a time that was convenient to them. Officers spoke to each group about the
purpose and process of the engagement, and where possible worked through the
surveys together during the visit, supported by Community Connectors.

e Library home visits: recognising that some residents are house-bound, socially isolated
or otherwise unable to participate, the project team worked with Brunswick Library staff
to visit people through the home library visits.

e Home Support Worker visits: officers identified Council’s In-home Support Workers who
engage with clients speaking Italian, Greek, Arabic or Turkish. These In-home Support
Workers were invited to take in-language surveys to their client visits to collect
feedback.

Online engagement
e Conversations Merri-bek survey

To build on existing knowledge, officers gathered internal data from the recently implemented
Living and Ageing Well Survey for the Evaluation of the Living and Ageing Well
Implementation Plan, as well as the Merri-bek Community Personas featured in the Accessible

and Inclusive Communication Policy.

Promotion

The project team promoted the engagement through both online and in-person methods.

Online

e Social media posts on Facebook and Instagram
e Multicultural Network Settlement Meeting
e Qutreach to older Community Connectors

In person

e Direct outreach to local seniors and community groups
e Hard-copy surveys at all Merri-bek libraries in Italian, Greek, Arabic, Turkish and English

Limitations

The limited timeframe for this engagement project presented several challenges for the project

team:

e Timeframe was only 21 business days to allow for the community feedback to be
collated and a report to be developed in time for the September Council meeting.

e Scheduling of meetings for some seniors’ groups and organisations was limited given
their existing schedules and religious occasions didn’t neatly align with the project
timeframe.

e Library home visits occur once a month, providing only one opportunity to engage using
this method.



Who we heard from

We heard from a total of 129 people as part of this engagement project across a variety of

engagement activities.
Groups

Engagement activity

Visit to Alevi Turkish
Community Centre

Visit to Victorian
Lebanese Seniors Group

Visit to Italian Seniors
Group

Multicultural workshop
Home library visits

Home Support Worker
client visits

Visit to Pronia Aged
Care

Ethnic Community
Council of Victoria
Community Outreach
Worker

Hard-copy, in language
surveys at Brunswick,
Campbell-Turner,
Coburg, Glenroy and
Fawkner libraries

Online survey on
Conversations Merri-bek

When

30 July 2024

1 August 2024

1 August 2024

8 August 2024
25 July 2024
2 - 13 August 2024

13 and 29 August
2024 *additional
session was held after
official engagement
closed to align with
group availability

15 August 2024

26 July - 15 August
2024

15 July - 13 August
2024

No. of
responses

23

16

19

19

16

O returned

25

In-person / online

In-person

In-person

In-person

In-person
In-person

In-person

In-person

Phone call

In-person

Online



Age of participants

Responses from participants aged 65+

49
I |

65-74 75-84

16
85+
Although this engagement targeted older people over 65 years of age, we also heard from someone

aged 25-34 (1), people aged 45-54 (3), and people aged 55-64 (15).



Languages spoken at home

Responses from participants aged 65+

[talian

N
(0]

Turkish

N
~

Greek

N
N

Arabic

[EN
(00}

English

O

Filipino

~

Tagalog

___E

Spanish
Sinhalese
Persian
Pashto
Croatian
Hindi

French

[y

Bengali



Multicultural Workshop languages

The project team worked with Council’'s Accessible and Inclusive Communications team to recruit
participants for the multicultural workshop though established networks of service providers,
Community Connectors, and community organisations. Attendees at the multicultural workshop
were from a range of cultural backgrounds, speaking ltalian, Turkish, Filipino, Bengali, Arabic,
Sinhalese and Persian.

Suburbs

Participants who completed the survey came from a range of suburbs across Merri-bek, including
Brunswick, Glenroy, Coburg, Coburg North, Brunswick East, Brunswick West, Pascoe Vale,
Fawkner and Hadfield.



Engagement findings

Question 1: How do you find out information about Council?

Responses from participants aged 65+

Merri-bek Community News
Through a Merri-bek seniors' group

My Merri-bek eNewsletter (fortnightly digital newsletter)

Aged & Community Support Newsletter (Quarterly paper...
Merri-bek Council social media sites (Facebook,...

Living & Ageing Well Newsletter (Quarterly digital...

Poster, flyer, postcard

Community Connectors

Community radio (For example, 3777, Niche Radio, Rete...

Library information board

Other

Merri-bek’'s Customer Service phone lines

Community newspaper (For example, Neos Kosmos, I

Digital screens at Coburg Civic Centre and Glenroy

Other

I 1/
I 12
I 1
B

Suggestions from the other category included children (3), neighbours (3), friends (2), Merri

Health (1), Library and community centres (2), Turkish newspaper (1), My Aged Care (1) and

Conversations Merri-bek (1).

Hearing from younger age groups

The top 2 methods of communication for participants aged 55-64 years:

e Merri-bek Community News (7)

e Through a Merri-bek Seniors Group (5)

The top 2 methods of communication for participants aged 45-54 years:

e Merri-bek Community News (1)
e Other (Conversations Merri-bek) (1)

The top 2 methods of communication for participants aged 25-34 years:

o Merri-bek Community News (1)
o My Merri-bek e-newsletter (1)
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Question 2: How would you like Council to engage with you?

Responses from participants aged 65+

In-person community meetings at local neighbourhood

centres, libraries or senior hubs. _ 45

Hosting information sessions at local libraries where

older people can ask questions and learn about Council... _ 45

| would like someone to come and talk to me and ask my

opinion IR 30

Distributing paper surveys by post
Via a paper survey
Via an online survey

Other

Other

Suggestions in the ‘other’ category spoke of the need to have session in different languages (1), and
a desire to receive information via SMS (1).

Hearing from younger age groups
The top 2 methods of engagement participants aged 55-64 years would like to see are:

e | would like someone to come and talk to me and ask my opinion (9)

e Distributing paper survey by post (7)

e Hosting information sessions at local libraries where older people can ask questions and
learn about Council projects (7)

The top method of communication for participants aged 45-54 years:

e Via an online survey (3)

The top 2 methods of communication for participants aged 25-34 years:

e Via anonline survey (1)
e In-person community meeting at local neighbourhood centres, libraries or senior clubs

(1)
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Question 3: What makes it difficult for you to participate in Council projects?

Responses from participants aged 65+

I'm not aware of how | can participate 49

Difficulty understanding information due to language barriers 43

Difficulty using online platforms or digital tools required for... 33

| often find out about projects once they have closed 33

Finding the participation process confusing or complicated

w
R

Difficulty getting to the locations where meetings or... 27

Not having assistance or support to help participate (e.g.,... 27

| don't have time to participate 22

Physical or mental health issues that make participation... 21

Other

I
N

Other

Suggestions in the ‘other’ category commented on difficulty in finding out about projects that are
happening (1), and a comment about wanting a better service from Council in general (1).

Hearing from younger age groups

The top 2 barriers for participants aged 55-64 years would like to see are:

e |'m not aware of how | can participate (9)
e Difficulty using online platforms or digital tools required for participation (7)

The only barrier mentioned for participants aged 45-54 years:
e |'m not aware of how | can participate (1)

The top 2 barriers for participants aged 25-34 years:

e | don't have time to participate (1)
¢ Finding the participation process confusing or complicated (1)



Question 4:Is there anything else you would like to tell us about engagement at
Merri-bek?

36 participants provided a response to this question throughout the engagement project.

A key theme that we heard from people is that “I would like Council to provide more support

they wanted more opportunities for social for older people...more outdoor games to
connection and more support with participating keep my brain working.”

in activities, games and excursions for older

people with 12 people expressing this view.

“We would like social
activities e.g., excursions by
bus.”

“We would like more information for
seniors in ways that we can
understand.”

Six participants felt that clearer communication would help participation from older people,
including improving Council’s telephone service and using more flyers and paper newspapers

for our communications.

Transportation was the most frequently mentioned barrier
“We need a proper

transportation for elderly,

about their need for transport or more affordable especially in hot summer days.”

to engagement in this section, with 3 participants speaking

transportation. Other barriers to engagement that were

mentioned in this question included speaking languages
other than English (2), hearing loss (1), and a preference for someone to come and visit in

person (1).

Other comments made in this section included a desire for more seating (2), more parking for
seniors around the Victorian Lebanese Seniors Group in Brunswick (2), digital literacy classes
(2), training for volunteers (1), support with home care services (1), and more information about
bins (1).

There was also 1 comment that rates were very expensive, and 1 comment questioning the

value for money of translating Council communications into different languages.
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Additional feedback

Muilticultural workshop

1. Participants at the multicultural workshop completed individual surveys and provided the

following additional insights:

2. Many participants reported that they do not access information about Council services or
programs online and prefer to receive information in a printed format or in person. Those
that do use social media reported a distrust of things they see online and have a strong fear

of being scammed.

3. Some attendees reported that they distrust information they see online and only attended

the workshop because Merri Health had
“Even if | see something promoted online
_ _ _ _ _ or on a paper flyer, | don't go unless |

Health. This reflects the importance of came here because | trust Merri Health
and they told me about the session.”

coordinated it with Council, and they have an

relationship building with local community

organisations to support with sharing Council

information.

4. There is a strong desire for more opportunities to socialise and connect, including transport
to support people to attend.

5. Participants talked about the importance of hearing

back about their contribution to engagement “Sometimes we give our

. opinions but then we don’t
projects.

find out what happened.”

Summary from meeting with Pronia

In addition to hearing from older Greek residents who completed the survey, the project team

met with Pronia Aged Care team who support older Greek community members.
The key feedback we heard was:

e Pride can be a barrier for people in accessing information, even within their own

communities.

e Council needs to work through trusted sources to share information; e.g., Pronia,

community leaders, Church groups, family members.

e Consider that not all people will have basic literacy skills, even in Greek. Simple language

and visual information works well.
e F[ace-to-face is the most effective way of communicating.

e Some people may experience a lack of confidence in approaching Council.

14



Ethnic Communities Council of Victoria summary

The project team spoke with a Community Outreach Worker from Ethnic Communities Council

of Victoria (ECCV) who provided the following key insights:

It is important to work with community leaders to share information with their

communities.
Consider that not all people will have basic literacy skills, even in their own language.

Information shared on Facebook can work well but should be translated into different

languages (especially Turkish, Italian, Greek, Arabic, Hindi and Nepalese).

Consider specific cultural needs of different groups, e.g., older Muslim women may feel

less comfortable to share their thoughts with men.

Bi-cultural workers at Council could enhance communication with multicultural

community members.

Evaluation of the Living and Ageing Well Implementation Plan

Consultation for the evaluation of the Living and Ageing Well Implementation Plan ran from May
10to 17 June 2024.
Through the face-to-face engagement activities of this consultation process (focus groups, group

interviews and individual interviews), older residents shared the following feedback for improving

communication with Council:

Improve communication of consultation opportunities through different channels and
formats (not just online).

Some struggle with completing surveys so need to offer different methods to provide
feedback (meetings and conversations).

Improve communication of available activities (not just online).

Consider how communications can be made more appropriate for older people, e.g.,
forms where there are eligibility requirements, put eligibility at the start, explain what
will be covered in a survey at the start.

Channel communications about what is on through their children, particularly for those
with limited English language skills.

Lack of local newspapers was identified as a significant gap in being able to
communicate opportunities for participation to older people.

Newsletters and local community papers can be a useful way for older people to receive
information

Information shared in person is the preferred way for older people to receive information.

Word of mouth is also an important channel for increasing participation.

15



Merri-bek Community Personas
An additional source of information is our Merri-bek Community Personas which describe the
experience of 2 older people aged 65+ and their communication preferences. The relevant

sections can be reviewed in Appendix 2 on page 22, and the full document can be found here.
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https://grapevine.merri-bek.vic.gov.au/grapevine/s/p/t/communication/accessible-inclusive/merri-bek-community-personas/

Appendices

Appendix 1- Surveys

English survey

Merri-bek
City Council

Help us improve our Community
Engagement Policy

Merri-bek City Council is updating our Community Engagement Policy to improve engagement
for older people from multicultural communities.

Community engagement is about giving people the opportunity to provide their perspective on Council
decisions.

We want to understand how you find out information about Council, how you would like Council to
engage with you, and what makes it difficult for you to engage in Council projects. Please share your
thoughts in our survey.

Join the conversation. Online

For more information, or to

Phone: complete the survey online,

If you have any questions, please scan the QR code

please call 9240 1111 with your camera app.
Per maggior informazioni neta tua S e i o i e MTMBSEBENS o 1 4fi A
oo, s  emers 9200 191 2001917 5 5, KR ABWWOOTSO 9260 1930 Bl L
esbonpononon | THOGTLRSERER P e me e i sine

ot e o,
il iy s ok
92801813 131, ednnekin 9280 19161 ooy 793 cla ban, hsy - 9280 1915

What makes it difficult for you to par

apply)

How do you find out information about Council? (Select all that apply)
0O Merri-bek Community News (Quarterly printed magazine)
0 My Merri-bek eNewsletter (Fortnightly digital newsletter)
O Merri-bek Council social media sites (Facebook, Instagram, Linkedin)
O Aged & Community Support Newsletter (Quarterly paper newsletter)
O Living & Ageing Well eNewsletter (Quarterly digital newsletter)
O Through a Merri-bek seniors' group
O Poster, flyer, postcard
O Merri-bek’s Customer Service phone lines
[ Digital screens at Coburg Civic Centre and Glenroy Community Hub
O Library’s information board
O Community Connectors
O Community radio (For example, 3ZZZ, Niche Radio, Rete Italia etc.)
O Community newspaper (For example, Neos Kosmos, Il Globo, etc.)
O Other (please specify):

How would you like Council to engage with you? (Select all that apply)
O Via a paper survey
O Via an online survey
[ | would like someone to come and talk to me and ask my opinion

O In-person community meetings at local neighbourhood centres, libraries or senior
clubs.

[ Distributing paper surveys by post

O Hosting information sessions at local libraries where older people can ask questions
and learn about Council projects.

[0 Other (please specify):

magper iormazoningla S e et ARTHES RIS s s 3 afe W
ingua, chma | umers 280 1911 92801917 5 5, AR, B 82000750
1092801912 7 Tospesk with sina

s ot sed nere,

ettty 0 Bk "
92801913 1, cdnmek i 5280 19180 oy ngd cla ban. by 9 9780 1915

in Council proj (Select all that

O Difficulty understanding information due to language barriers

O | often find out about projects once they have closed

O I'm not aware of how | can participate

O | don't have time to participate

O Difficulty getting to the locations where meetings or information sessions are held

O Physical or mental health issues that make participation challenging

O Difficulty using online platforms or digital tools required for participation

O Finding the participation process confusing or complicated

O Not having assistance or support to help participate (e.g., caregivers, translators).

O Other (please specify):

Is there anything else you would like to tell us about engagement at Merri-bek?

About you
Which language(s) do you speak?

If you were born outside of Australia, which country were you born in?

How old are you?

Please provide your email address if you would like to be kept informed about this and

other projects

Speak with us in your language
P mgon nformazini nst

) =
s, chiams A umero 9280 1911 S280 1017,

For e nformsion v merr-bekvie-gov.ou/your-anguage

ARTHESUEREE S 300 o A
BE, MNwoM00750 [0 9200 1918 W FE T

Tospesk wit usina

109280 1912

fauage no sted hre

S i el Ke

bt
180 1933 v Sanek i 9200 19140 sraye g i ban, Ny g 9280 1915
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Italian survey

Merri-bek
City Council

coinvolgimento della comunita

IL Consiglio comunale di Merri-bek sta aggiornando le sue politiche per il coinvolgimento della comunita

per rendere pili partecipi le persone anziane pi ienti da

Per coinvolgimento della comunita si intende dare alle persone U'opportunita di esprimere il proprio

punto di vista sulle decisioni del Consiglio

Vogliamo capire quali sono i canali che usi

vorresti che il Consiglio comunale interagisse con te e quali sono le difficolta che impediscono di prender

comunale.

per ottenere informazioni sul Consiglio comunale, come

parte ai progetti del Consiglio comunale. Ti invitiamo a condividere le tue opinioni nel nostro sondaggio.

Unisciti alla ¢

Telefono:

Per qualsiasi domanda
chiama il numero 9280
1911

Speak with us in your language .
Por maggior informazioni noka twa
Togus. chiama il numero 9280 1911

Tiova pdfere nepoodepaor  EUIEH
VWi o, aMote 109280 1912 9280 1910 1 1

o o e e v S IR T WS BN
92801917 5 5, YRR, EE 9280 0750

A @,

Online

Per maggiori informazioni, o per
completare il sondaggio online,
scansiona il codice QR con la
app della fotocamera del tuo
cellulare.

I S & o A
fire 9280 1918 W Wl WL

Para saber mis en t idioma

11 T llama of 9280 1916 Tospesk with us in 3

language not listed here.

Sy 34 el Bétn
92801913 13,1, Sdnmek <in 9280 19141 arayin  ngU cla ban. hiy 501 9280 1915

O Altro (specifica che cosa):

Che metodo usi per trovare informazioni sul Consiglio comunale? (Scegli tutte le opzioni
che fanno al caso tuo)

O Merri-bek Community News (rivista stampata ogni tre mesi con notizie dalla
comunita)

O My Merri-bek eNewsletter (bollettino digitale inviato ogni due settimane)

[ Siti dei social media del Consiglio comunale di Merri-bek (Facebook, Instagram,

LinkedIn)

[0 Aged & Community Support Newsletter (bollettino con notizie per gli anziani e
di supporto alla comunita stampato ogni tre mesi)

O Living & Ageing Well eNewsletter (bollettino digitale inviato ogni tre mesi con
notizie su come vivere e invecchiare bene)

O Attraverso un gruppo per persone anziane a Merri-bek

O Poster, volantino, cartolina

O Linee telefoniche del servizio clienti di Merri-bek

[0 Schermi digitali al Coburg Civic Centre e Glenroy Community Hub
O Bacheca delle informazioni in biblioteca

[ Contatti nella comunita

O Radio comunitarie (ad esempio 3ZZZ, Niche Radio, Rete Italia)

O Giornali comunitari (ad esempio Neos Kosmos, Il Globo)

O Altro (specifica che cosa):

Come vorresti che il Consiglio comunale interagisse con te? (Scegli tutte le opzioni che
fanno al caso tuo)

[ Attraverso un sondaggio su carta
[ Attraverso un sondaggio online
0O Vorrei che qualcuno venisse a parlare con me e chiedesse la mia opinione

O Riunioni di comunita in presenza presso centri di quartiere, biblioteche o club
per persone anziane.

O Sondaggi su carta distribuiti tramite posta

[0 Sessioni informative organizzate presso biblioteche dove le persone anziane
possono fare domande e conoscere i progetti del Consiglio comunale.

‘Speak with us in your language
P maggioe nformaices el 3 o o e i e ) K BT MBS EEE S Sl s 3 A A
fngu. chima 1 rumero 9280 1911 92801917 WES, AHWI2000750 N 9280 1918 5 Wie 1A

i va e epoasttpa ot T A o sabermisentaidons 1L
hiooa oo xahore 109280 1912 9280 1930 3 2 THE] Hams 419260 1916 oo ity e

language not listed here,

sl ikl a3 28,0k
92801913 3,5, S9Nk iin 9280 1914 arayin 1ol cia ban, hiy go: 9280 1915

Quali sono le difficolta che ti impediscono di prender parte ai progetti del Consiglio
comunale? (Scegli tutte le opzioni che fanno al caso tuo)

[ Difficolta a capire a causa delle barriere linguistiche

O Spesso vengo a sapere dei progetti quando sono gia finiti

O Non saprei in che modo potrei partecipare

O Non ho tempo per partecipare

[J Difficolta a raggiungere i posti dove si tengono riunioni o sessioni informative

O Problemi di salute fisica o mentale che rendono difficile la partecipazione

O Difficolta a utilizzare piattaforme online o strumenti digitali necessari per la

partecipazione

O Trovo la procedura di partecipazione poco chiara o complicata

O Non ho l'assistenza o il supporto che mi aiuterebbero a partecipare (es.

assistenti, traduttori).
O Altro (specifica che cosa):

C'e qualcos'altro che vorresti dirci sulle modalita di partecipazione a Merri-bek?

‘Speak with us in your language |
Per maggiainformazioni el 2o
figua chiama i numero 9280 1911 9280 191

Fiava pofier repoodTepa a1
V000 00, kMot 109280 1912 9280 1910 T T

S il o541 Byl

ORTHESEHERL

« M, WE 9280 0750
Para saber mis en w idioma
lama o 9280 1916

) s v e e,

Bétm

S a1 7 ot T B
19, 9280 1918 U 7 B

To spesk with usina
nguage no dsted here.

ngén

92801913 i1, edinmek icn 9280 19145 arayin 9 cls bor. hiy 63 9280 1915
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Greek survey

L\

Merri-bek

City Council

Bon6noTe pag va BEATIOCOUHE TV
MoAiTikn pag yia Tnv EynAokn Tng

0 Afjpog Merri-bek avafewpei Tnv MoArtiky pag yra v Epmdoxi} g Kowvomtag yia va
BeATLDGEL TN CUPPETOXT) TWV NA £vwv ané roAumod £6 KoLvoTNTEG.

H ooy T KowdTTag apopd m SuvardTra rou Siveral atoug oAiTes va exppéaovy Ty oy
TOUG YL TIS CITodoelg Tou Arjuov.

©fhoupe v Katavor Térs Bploere i Tov Ao, dg Ba BEAate va adAndoerudpd o
Ao padi oag Kat T oug SusKOAEDEL va GULLETEXETE oTa Ntpoy phppaTa Tov Arjov. MopaoTeite Tig
OKEPELS 0UG TNV EPELVE PG,

ZUHPETACXETE OTN AwaSikToakd
T meplocdTEpEg TANPOPOPIES 1
Yot Vet GUUTANPATETE TV EpEVVE

ougiitnon

TnAépwvo: Sadiktuakd, okavipete Tov
Av £xeTE KATOLES EPWTI|GELG, k086 QR pe v Epappoyn g
KaAéote pag oto 9240 1912 KEPEPAS TOL TNAEPDVOL oag
nguage |-
Per magont informzions nella tus S e kot S ORTHESTETES S e 3 A T W
ngua, chiama § numers 9280 1911 92001917 . WES, ANE 9280 0750 fa 9280 1918 57 3 Y
T voyfere apoobpaO LS W WA, Parasaber mésen tu oma Ao
e Yo language rot listed nere,
e sfactabigi Détm i
92601923 11, e

[0 AXo (SievkpvioTe):

Tt 606G SVOKOAEVEL VX GUPPETEXETE OTA TPOYPGUPAT TOV Afjpov; (Erudégte dAa
doa wxvovv)

O AvokoAia ko 10716 TANPOPOPLOV AdY® YA bV SuaKoALD

O Juxvé paBaive yia ta poypappata agob £Xovv TEAELDOEL

O Aev yvopilw mdg propd va cupPETaoXm

[ Agv éxw xpdvo va ouppeTdoyw

[ Avokohia tpéaBaong aTe PPN TIOU TPAYHATOMOLOVVTAL GUVAVTHOELS 1)
EVIUEPWTIKES OUVESPIES

O Ywpatucd 1) Puxed ipopAijpata vyeiag mov kaBlotodv ™ ouupetoxr SOoKoAN

O Avokohia xpiiong Stadictvakdv miatgopudv 1 yn@iakov epyaieiwy rov
QTELTOVVTAL YIX TI) GUHHETOXN

O Oswpd ™ Sadikacia cuppetoxng prepdepévn 1j roAdriokn

O "EAeunpm Bonfeiag 1} vrtoosTipiEng yia v GUPHETAOX® (LY., PPOVTIOTES,
UETAQPUOTES).

[0 AMo (SrevkpwioTe):

Yrdpyet k@t dAdo Tov Oa BEAaTE va pag elTe yux T ouppeToxl oag oto Merri-

bek;

 maggiotinformazion net 3 - s 55 e CRTNESLEEGE o) 4 2 83 A
ingus. chama £ numero 9280 1911 1917 55, K8, EE 9280 0750 A0 9280 1918 ¢ 1 1
[rmppras—. e v s on ta doma

To spesk with us n a
Lrguage o lsted hore,

om
260 1912 9280 1930 1 71

V009 09 KaMTE

bty s Bt B4 ton iy
92801913 13,5, A 053 cia ban,

PR

[ Merri-bek Community News (Tpuymviaio évruro neplodiko)

O My Merri-bek eN letter (AexarevBipepo Yme £VNUEPWTIKO SeAtio)

O Ietdtonot kowvwvikdv péowv tov Afjpov Merri-bek (Facebook, Instagram,
Linkedin)

O Aged & Community Support Newsletter (Tpmviaio évturo evnpepwtikd
SeAtio)

O Living & Ageing Well eN letter (Tpmviaio Ymeraxd evnpepwtikd Seitio)

[ Méow prag opadag nAkiwpévwy oto Merri-bek
O Agloa, puAkddio, kapT-TooTdA
O Tne@wvikég ypappés egummpétnong medatdv tov Merri-bek

O Wngakés 086veg oto Anpotiké Kévrpo Coburg kat oto Kowotiké Kévrpo
Glenroy

[ Mivake avakowmoswy g BiAodikng

[ Kowotikol JUvSeopot

O Kowotikd padibgwvo (r.x., 3ZZZ, Niche Radio, Rete Italia k.Am.)
[ Kowotuaj egnpepida (., Neos Kosmos, Il Globo k.art.)

[ AXdo (SievkpvioTe):

g B BéAate va oag pooeyyioet o Afpog; (Erégte 6Aa doa toxvouv)

O Méow évrunng épevvag

[0 Méow Swadiktuakis épsuvag

O OaiBeda kdtoiog va £pBet kat va pov HAYoEL Kat va {NTioeL T yvapn Hou

O Mpocwrtikd e KOWOTIKEG CUVAVTHOELS OF TOTUKG KEVTpa YEITOVIAS, BiBAL0BKEG 1)
GUAAGYOUG NALKIWPEVOV.

0 Awavoprj évturnwv gpeuvadv péow taxuSpopsiov

[ Awpydvwon evmpEPOTIKOV GUVAVTOEWY OF TOTIKEG BIBALOBIKES bTTov ot
NAKLWPEVOL UIopodV va K&Vouv EpwTHGELS Kat va uaBouy yla Ta rpoypappata
Tov Afjpov.

Speak with us in your language |

asonirels e 5 e o i A HRTHES TR o ) 6 o A,
Ty < e 3200 1931 92001917 .51, WAE REO007S0 o 5260 1938 W WL
iovapibere repootrep o TGN WSTFR AN Para saber s en idams z
Tospeskwihusins
oo o ww tamast
¥hibo0a vor, bt 109200 1912 9260 1910 ¥ T TR 19200 1916 Chkomsiandradly
et il s el

m bing mate
52601913 o5, edinemek i 9280 1914 arayn gl cba ban, iy 001 9280 1915

IxeTKd pe £0dg
[Moweg yAbooeg phdre:

Av yewnOkate ekt06 AvoTpadiag, o€ ol xmpa yevwnOkate;

600 xpovadv eioTe;

Mapakadd §dote T SievBuvo cag email edv OEAETE v eVIUEPOVESTE Yia aQUTO Kat
GMa poypdppata.

Fee mogg i mfoemanon neta o

ORTHRSTELEE S v 3 o
ngus, chisens  rumero 9200 1911 R

MER, AR 9260 0750 . 9280 1918 5 ¥

£ara saber mis entu dioma

fia v e nepoooreoa am
Tospeskwithuzina
Whiooa oac. 9260 1 booastine

Iangusge not isted here,
1919

it it il Bk

2 o ngén
92801913 31, sdinmek roici bin.
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Turkish survey

Toplum Katilimi Politikamizi gelistirmemize

yardimci olun

Merri-bek iyesi, Gltdrdii
Politikamiz: giincelliyor.

i yastilarin katiimini artirmak icin Toplum Katilimi

Toplum katiimy, insanlara Belediyenin kararlan hakkinda kendi bakis agilanni sunma firsati vermekle

ilgilidir.

Belediye hakkinda nasil bilgi edindiginizi, Belediyenin sizinle nasil iliski etkilesime gegmesini istediginizi

ve Belediye projelerine katilmanizi neyin zorlastirdigini anlamak istiyoruz. Litfen digtncelerinizi
anketimizde paylagin

Sohbete katilin. AL
Gevrimigi

Daha fazla bilgi almak veya

Telefon: anketi gevrim igi olarak

Herhangi bir sorunuz varsa, doldurmak icin karekodu Liitfen

litfen 9240 1914 numarali kamera uygul 15 tarayin.

telefonu arayin.
‘Speak with us in your language
P o masni ok S i S0 WMTMBSEREGE ol e e Y
Wngua, cvama 1 numero 9280 1911 9280 1917 .5 35, WEE, WHE 9280 0750 fore, 9280 1918 2 #ie 4
fava pdere ) W En  Poe woma [Pl
¥Aiooa o, naktot 1 9280 1912 9280 1910 7 FE TR Tama 41 9280 1916 language not listed hare,

il il 30 el 1919
9280

Bée g ngn
1913 45,7, etenekicin 9280 1914 arspn 190 cia bin, Ky 0ci 9280 1915

Belediye projelerine katiimanizi zorlastiran nedir? (Uygun olanlarin timinii segin)
[ Dil engelleri nedeniyle bilgileri anlamada zorluk
O Projeleri genellikle kapandiktan sonra 6greniyorum
[0 Nasil katilabilecegimi bilmiyorum
O Katilmak igin zamanim yok

[ Toplantilann veya bilgilendirme oturumlannin yapildig yerlere ulagmada
zorluk

O Katiimi zorlastiran fiziksel veya akil sagligi sorunlar

O Katilim igin gerekli olan cevrim igi platformlari veya dijital araglan kullanmada
zorluk

O Katilim stirecini kafa kanstirici veya karmasik bulmak

[0 Katiima yardimci olacak yardim veya destege sahip olmamak (6rnegin
bakicilar, tercimanlar).

[ Diger (lutfen belirtin):

Merri-bek'teki katilim hakkinda bize sdylemek istediginiz bagka bir sey var mi?

Hakkinizda
Hangi dil{ler)i konuguyorsunuz?

Avustralya disinda dogduysaniz, hangi tilkede dogdunuz?

Kag yagindasiniz?

Bu ve diger projelerden haberdar olmak istiyorsaniz litfen e-posta adresinizi verin

e —— & ARTHESSREGE o o Ay
L ama 1 numero 9280 1911 4 WS, WR% 9200 0750 fag 9280 1918 Ui e w1
Nvaberenpoooupoom  THEST ML A @, Parasaber iz entuoms 1
yhizoon oo, wahiote 10 9280 1912 9280 1910 7 F T flama 3/ 9280 1916 APk i e

langpuage o lsted here.

il sl 30 Bymh .
92801913 3,1, etemek ici) 9280 1924% arapn 103 i b, Ny 00§ 9280 1915

Parlaci di te
Quale lingua / quali lingue parli?

Se sei nato/a fuori dall’Australia, dove sei nato/a?

Quanti anni hai?

Fornisci il tuo indirizzo email se desideri essere informato/a su questo e altri progetti

language
Por maggior nosmazonioelo Voo e o s S WRTHBSEEEGE ) v 4 o 4
T chama & ruamicd 5260 1931 32001917 5 )i, HES. AREIWO0750 [0 3260 19185 w8
favapaecs nepobnipaom  WUREa] v ) @, Pars saber s n tu dloma

Voo oo waklote 10 9260 1912 9280 1910 7 F TR fama 519280 1916

el iy 34 8, o
92601913 3,1, ermek icia 9280 1914 srayn 190 cus By hiy 004 9280 1915

Belediye hakkinda nasil bilgi ediniyorsunuz? (Uygun olanlarin timini segin)
01 Merri-bek Community News (Ug ayda bir basilan dergi)
O My Merri-bek eNewsletter (iki haftada bir yayinlanan dijital haber biilteni)
O Merri-bek Belediyesi sosyal medya siteleri (Facebook, Instagram, LinkedlIn)
0O Aged & Community Support Newsletter (Ug aylik gazete bulteni)
O Living & Ageing Well eNewsletter (Ug aylk dijital biilten)
O Bir Merri-bek yaslilar grubu araciigiyla
O Afis, elilan, kartpostal
[0 Merri-bek Msteri Hizmetleri telefon hatlan
O Coburg Civic Centre ve Glenroy Community Hub'daki dijital ekranlar
O Kituphane bilgi panosu
0 Toplumla Baglanti Saglayicilar
O Toplum radyosu (Ornegin 3ZZZ, Niche Radio, Rete Italia vb.)
[ Toplum gazetesi (Ornegin Neos Kosmos, Il Globo, vb.)
O Diger (Lutfen belirtin):

yenin sizinle nasil gegmesini istersiniz? (Uygun olanlarin timanu

secin)
[ Basili bir anket araciigiyla
0 Cevrim ici bir anket araciigyla
O Birinin gelip benimle konugmasini ve fikrimi sormasini istiyorum

[J Yerel mahalle merkezlerinde, kiitiphanelerde veya yasl kuliplerinde yiiz
yuze toplum toplantilari.

[ Basili anketlerin posta yoluyla dagitilmasi

O Yerel kitiphanelerde yaslilarin soru sorabilecedi ve Belediye projeleri
hakkinda bilgi edinebilecedi bilgilendirme oturumlan dizenlenmesi.

O Diger (Lutfen belirtin):

your language
Per magglori informazioni nefla tua. =S e ORTHESBERGE e
Ingua. chama § numen 9280 1911 9280 1917 . 15 8. Wi 9280 0750 fa 9280 1918 U2 wle 4%
T10:v0 paBeTe RepaooTER 0T U] N Y A Para saber mds en tu idioma

W oo woh o 109260 1912 9280 19407 T AT o 16280 1816, Tospesk whusiia

language rot lsted pere.
el s 50 By o
92001913 43,1, #G ek icia 9280 1914% aran 130 cua ban, hiy o4 9280 1915
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Arabic survey

Mer

e
City Council

A Opeand Jo Lidelow sla
dmaiaal) LIS i

Sasaia Claiaall G Gl LS AS Ll (ppeaadl Uy sl pniaall &S Jlall i Susaly Merri-bek Aita gl o sy
Ll

sl ol ) 8 s o s A g sl A il alitY iy Aamainall A4S L)) (3lai

AR e nal) g a8 L e daall Jeliy o 35 iy g g el 393 S i o 3 5
o) g e

<) e

QY 3l sl o0 33 T

T o Y e ! e E
Ui g o) U221 e AL gl ol s 1y
Sl b daas A0 e Juai¥l o
9280 1913
‘Speak with us in your language
Per maggion irformazioni el twa o f e ORTWE SETEE il v i ofs A
fingua, chiama | mero 9280 1911 92801917 . 5 R, MW 9200 0750 o, 9280 1918 W BT
i vaysdiere meprooopaow D) NI 4 AR €9 Pora saber misen  idoma -
Vhiooe coc, wakeaTe 10 9280 1912 9280 1930 Al el TSI llama a1 9280 1916 To spesk with us in 3

languags notbeted here.
okl 541 Bk Koo dileiade daha faribilgi D6 tm i thém Bng ngdn piease ol 9280 1919
92801913 (31, Sdnenek i6n 9280 19141 arayin o< ban hiy o 9280 1915

(e Le S 233) Sgalidl alaall Jga e glaal) dlay) LiSey s
(A5t a2 Ae pihase Uaa) Merri-bek Community News O
() Gl Az I 3 LAY 5 0) My Merri-bek eNewsletter O
(LS8 sl yiins] ol gaund) Merri-bek daa; aalall elaia¥) Jual sl 2l sa (]
(s @48 )5 % )l 5 ,2) Aged & Community Support Newsletter O
(A5 e ) 4 L3 3 ,89) Living & Ageing Well eNewsletter [
Merri-bek ¢ ol LS de sana B4 0 [
Ay A8y 63,28 (eale [
Merri-bek (e aal) daxd Ciia Syl [J
Glenroy Community Hub.s Coburg Civic Center 4 i s [
Al claglada gl [
adaall bty O
(<3 ) s «Rete Italias «Niche Radio s «3ZZZ «Jaal Jam e ) dmaiaal 22 13Y1 O
(<5 ) Ly <l Globo s Neos Kosmos «JEall s o) Lunsiaall danall O]
(o) s e OO

(Gl L IS 2an) Tl alaal) i Joliy o 35 S
s il B8 5 [
Y1 e il 8 50 O
o oe by e Biatyy L pad b olayl O
Ol LS (g3l g5 of S Al ol S pa L Rpead s Lndine leliial [
) Gl e A5l Sl w55 [
e e il ALY 2 5l Gl ) S S Al LSl Aadle) s A8l [
gl udaall
(il ) il 2 [0

(s Lo JS 20n) Toalill alaall g ke (B 48 JLiall 4 5na (30 3 g3 La
Al Gl s e gledl) agd (A s0ea [
W] (g el e el s 1588 O
A8l i€ G el Y O
S jlzall il ol ol O

Pos ot vy R TNESE EE sl s ks a5
g, 5280 @9000750 9280 1918 % Bl 41
o ve bt negroor Tata) AR, o saer y

Vhioa oo aldore 0 9260 1912 $280 1910 4 Hama 39280 1916 o ok il v

language not eted here,
et ki 41 Bk Kena O sk
9280 1913 w1, &dimek icin 0200 1914 iy o<l ban, Wy oo 9260 1915

e ghaall Cada f e Wi ¥ Lo sind A1 (WY1 Y e ol 2 pra [

A 38l Jnad (Al Ageitl) f 20 daaall S

S Juall 4 gllaall dgad 1 < oYY of i g SISV laaial) pladiid ) gaa [

Saina 438, 50 48 il e Sy O

(O3 Sl s Ao Sl padia (JBal) s o) 38 JLal) B mreluaall o3 sf B2 lsa 32 g e [
(i) 2 B e O

SMerri-bek (& 48 Liall (o guads 43 Ui o 355 AT £ ol lia Ja
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Spoak with s in your language

Per maggio informazind e a § o ) 4 MR TRESEEEMS sl i 3w A %

figua, chisma il numeso 9280 1911 9280 1917 .5 05, MR, WHR 9280 0750 . 9280 1918 W Biw T

o vo paBerte nepoadtepa om A NN ) Para saber mas en tu idioma *

V2000 00 koheoTE T0 9280 1912 9280 1910 7 w01 eI Nama & 9260 1916 0 Apans W0 U8 18
langusge ot sted hrr,

i wbiG  DE
92801913 i 1 g ban hi

21



Appendix 2 - Merri-bek Community Personas - people over 65 years of age

Rosa

There’s a lot going on
in Merri-Bek but it’s not
really of interest to me.
| still need information
from the Council thoug|

Demographics
~ Pronoun: Female (shesherhers)

four, gmn-:h-:ﬂ'lﬂr of nine, with an extended
family of sib ins, and nephews and
i lus friends and their children and

Lives: Pasooe Vale South - she migrated
to Australia when she was 1.
husband, and she has lived in the same
house since around 1972
Speaks: Halian and conversational English
Activity and transport- Active for

vallks and uses the bus

IAF2 spectrum
Inform
a trusts the Council to make dedisic

the best interests of the LGA and it
and expects to be kept informed

Rosa's story

| think the council does a goo
|n[orrn1l|an fre ncil bt m'x-,':ml
My brother Marco [
ridchildren do a kot of t

Key traits

hor son and family) keep her informed

How Rosa gets information about Council

Social media

N |
MNever = Often
Wehsite
| —_—
MNevar 5 i Often
Email

- 9
Mewvar Sometimes Often
Local Newspaper
_—

Sometimes Often

Mail [incl Merri-Bek Newslatter)
R —
Mevar Sometimes Often

In person (incl Customer Service Phone fine and Couwncil locations)
— —

MNever Often

> b ‘t'rﬂtororm.-sm wish we "ni

re good, they

Challenges and frustrations

Social media channels Rosa uses

Facebook
L 1
Mo use use High use
Instagram
L i

1
No use use High use
T
L 1
Mo use usa High use
Tik Tok
L 1
Mo use usa High use

Sources of influence

@ Family, friends and neighbours

Behaviour [ attitude

i to cope with
n't try to keap up

d when family is

Merri-bak has been h
of her life

2 for miost

Motivations and values

Technology

Access to NBN

o A Good Quality

Capability
ammmm
Lone Er e High

— Low use of technology - imited
by need and interest

— Relies on adult son who lives with
her and other family /friends.

— Weekly user of WhatsApp to
family in taly, daily sms, makes
landline and mabile calls

Council Services

of Interest

— Home support — cutting trees,
gardening, cleaning gutters
Comimunity transport
Prowiding information ragularhy

and consistenty but not only
wia social media or the website

How can Council
best reach Rosa?

Thi= persona doesn't see collateral such
as posters or flyers at places like tha
library or the Customer Service Centre
ik other personas, 5o communication
has to go beyond those usual locations,
such as direct contact through a person
and phone number or information
deliversd to their latterbo

What does Rosa need?

Consistency and refiability:
keeping to routine

Structure: dear and specific
communication about services
she might need with contact
details (location, phone or email

as wall as website)

Acoessibility: easy to find and read
information; footpaths, dooreays
and building access that are stable
and even for a wheelchair and for
confident independence.

Looking for more information?

Key contacts within Councik:

— Living & Aging Well Officer

— Aged Care / In Home Support Team
- Disability Planner

— Acressible Communications Advisor
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Doug's story

lused to have a lot to do with local government for my work: o | am not interested inthe politics now. But | do want to know
about how things are done and the decisions that are made. We aren’t here to cause trouble but my wifie May was an architect
and she takes an interest in planning and development in Meri-Bek. We often talk about issues with our children as well as

friends we met through Rotary who live in aged care in Memi-Bek. We often chat with our neighbours Sara and Hire about coundl

dedsions that affect us all in different ways. Bike paths and parks are important for their kids even if May and | don't use them.

Because May has Motor Meurone Disease, we need to plan ahead when we're going out. Sometimes it's easier to travel outside

Memi-Bek to shop or go out for a meal. May and | do use email and go to the Coundl website if we need to but printed material
iis much easier for Coundl information. \We have a family group on Facabaook that my son reminds me to check, and Sara and
Hiro tall us what they find out from Facebook and other social media if it seems important.

— Maintaining community by considering
heritage and development

— Passionate about supparting younger
woices in Meri-Bek's future

— Articulate and considerad

How Doug gets information about Council

Sometimes Often
In person (incl Customer Service Phone line and Council locations)

S —— secasas

Challenges and frustrations

— Mot being kept up to date
— Accessibility of parking and pathways

Social media channels Doug uses

Facebook

Mo use Moderate use High use
Instagram
|
Nouse Moderate use High use
Twitter

Mo use Moderate use High use
Tik Tok

Mo use Moderate use High use

Sources of influence

@

Family, friends and neighbours:

Sodal and family groups in
City of Memi-Bek and beyond
Rotary and other
professional findustry groups
Independent media -

Crikey, The Saturday Paper,
The Monthly, Quarterty Essay

Qe Q

Behaviour / attitude

— Confident and independent —
but restricted by mobility issues
— Staying connected - wants to maintain
contzct with his community but isn't
interasted in “the pofitics”
— Ralies on 5, email and websi
for infarmiation from Council
Socially active in his cirdle — incuding
brather-in-law who still heads a family
imporingfnanufacturing business and
frisnds who are now in aged care

Motivations and values

— Staying on top of issues and leveraging
knowiledge and experience

— Baing part of a diverse community with
maniy different cultural perspectives

— Staying dosa to family and friends

Mo Access Average Good Quality

Lo Average High

— daity user of SMS on phone

- daily use of tablet and desktop
[Mary has her own tablet for email,
games, creating videos and photos.
for grandkids, and reading the

— Doug prefers a desktop for
communication and reading
information as he can make fonts
and documents larger to aid with
reading and typing

- Email (Digital Mewslatbers)

What does Doug need?

— Empowerment — being able to contribute
o his immediate and wider community
in meaningful ways

— Communication —clear and reliable
information, mosthy in print

Looking for more information?
Key contacts within Councik:

— Disability Planner

— Living and Aging Well Officer

— Acressible Communications Advisor
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