
 

 

 

 



 

2 

Acknowledgement of Country .......................................................................................................................... 2 

Background .............................................................................................................................................. 3 

Key findings - Highlights .................................................................................................................................... 3 

Question 1: How do you find out information about Council? ................................................................... 3 

Question 2: How would you like Council to engage with you? ................................................................. 3 

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

Question 4: Is there anything else you would like to tell us about engagement at Merri-bek? ....... 3 

Consultation overview ............................................................................................................................ 4 

Engagement purpose .............................................................................................................................................. 4 

Engagement process and participation ............................................................................................................. 4 

Promotion ................................................................................................................................................................... 5 

Limitations ................................................................................................................................................ 5 

Who we heard from ................................................................................................................................ 6 

Groups ......................................................................................................................................................................... 6 

Age of participants .................................................................................................................................................. 7 

Languages spoken at home .................................................................................................................................. 8 

Multicultural Workshop languages ..................................................................................................................... 9 

Suburbs ....................................................................................................................................................................... 9 

Engagement findings ............................................................................................................................ 10 

Question 1: How do you find out information about Council? ................................................................ 10 

Question 2: How would you like Council to engage with you? .............................................................. 11 

Question 3: What makes it difficult for you to participate in Council projects? ................................. 12 

Question 4: Is there anything else you would like to tell us about engagement at Merri-bek? .... 13 

Additional feedback .............................................................................................................................................. 14 

Appendices ............................................................................................................................................. 17 

Appendix 1 – Surveys .......................................................................................................................................... 17 

Appendix 2 – Merri-bek Community Personas – people over 65 years of age ................................. 22 

 

 

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. 
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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.   

Overview of the key findings from the engagement project 

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

• 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 
• I would like someone to come and talk to me and ask my opinion  

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

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. 



 

4 

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. 

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. 
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In-person engagement 

• 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.  
 

• 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. 
 

• 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 

• 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.  

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

• Social media posts on Facebook and Instagram 
• Multicultural Network Settlement Meeting 
• Outreach to older Community Connectors 

 
In person 

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

 

 

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

• 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. 
 

• 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. 
 

• Library home visits occur once a month, providing only one opportunity to engage using 
this method. 
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We heard from a total of 129 people as part of this engagement project across a variety of 
engagement activities. 

Engagement activity When No. of 
responses 

In-person / online 

Visit to Alevi Turkish 
Community Centre 

30 July 2024 23 In-person 

Visit to Victorian 
Lebanese Seniors Group 

1 August 2024 16 In-person 

Visit to Italian Seniors 
Group 

1 August 2024 5 In-person 

Multicultural workshop 8 August 2024 19 In-person 

Home library visits 25 July 2024  5  In-person 

Home Support Worker 
client visits 

2 - 13 August 2024 19 In-person 

Visit to Pronia Aged 
Care 

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

16  In-person 

Ethnic Community 
Council of Victoria 
Community Outreach 
Worker 

15 August 2024 1 Phone call 

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

26 July - 15 August 
2024 

0 returned In-person 

Online survey on 
Conversations Merri-bek 

15 July - 13 August 
2024 

25 Online 
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Responses from participants aged 65+ 

 
 

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). 

 

 
 

49
44

16

65-74 75-84 85+



 

8 

 
 

Responses from participants aged 65+ 

 
 

1

1

1

1

1

1

1

1

3

4

9

18

22

24

26

Bengali

French

Hindi

Croatian

Pashto

Persian

Sinhalese

Spanish

Tagalog

Filipino

English

Arabic

Greek

Turkish

Italian



 

9 

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 Italian, Turkish, Filipino, Bengali, Arabic, 
Sinhalese and Persian.  

 

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. 
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Responses from participants aged 65+ 

 
 

Other 

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: 

• Merri-bek Community News (7)  
• Through a Merri-bek Seniors Group (5) 

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

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

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

• Merri-bek Community News (1) 
• My Merri-bek e-newsletter (1) 
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Responses from participants aged 65+ 

 

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: 

• I would like someone to come and talk to me and ask my opinion (9) 
• Distributing paper survey by post (7) 
• 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: 

• Via an online survey (3) 

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

• Via an online survey (1) 
• In-person community meeting at local neighbourhood centres, libraries or senior clubs 

(1) 
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Responses from participants aged 65+ 

 
 

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: 

• I’m not aware of how I can participate (9) 
• Difficulty using online platforms or digital tools required for participation (7) 

The only barrier mentioned for participants aged 45-54 years: 

• I’m not aware of how I can participate (1) 

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

• I don’t have time to participate (1) 
• Finding the participation process confusing or complicated (1) 
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I often find out about projects once they have closed

Difficulty using online platforms or digital tools required for…

Difficulty understanding information due to language barriers
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36 participants provided a response to this question throughout the engagement project. 

 

A key theme that we heard from people is that 
they wanted more opportunities for social 
connection and more support with participating 
in activities, games and excursions for older 
people with 12 people expressing this view. 

. 

 

 

 

 

 

 

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 
to engagement in this section, with 3 participants speaking 
about their need for transport or more affordable 
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. 

“I would like Council to provide more support 
for older people…more outdoor games to 

keep my brain working.” 

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

bus.” 

“We need a proper 
transportation for elderly, 

especially in hot summer days.” 

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

understand.” 
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Multicultural 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 
coordinated it with Council, and they have an 
established relationship and trust with Merri 
Health. This reflects the importance of 
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 
projects. 

 

 

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: 

• Pride can be a barrier for people in accessing information, even within their own 
communities. 

• Council needs to work through trusted sources to share information; e.g., Pronia, 
community leaders, Church groups, family members. 

• Consider that not all people will have basic literacy skills, even in Greek. Simple language 
and visual information works well. 

• Face-to-face is the most effective way of communicating. 

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

 

“Even if I see something promoted online 
or on a paper flyer, I don’t go unless I 
know the person who is running it. I 

came here because I trust Merri Health 
and they told me about the session.” 

“Sometimes we give our 
opinions but then we don’t 
find out what happened.” 
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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 
10 to 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. 
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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.  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

https://grapevine.merri-bek.vic.gov.au/grapevine/s/p/t/communication/accessible-inclusive/merri-bek-community-personas/
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