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Executive Summary
Introduction
The Family Relationship Centre Broadmeadows (FRCB) is one of 65 Family
Relationship Centres (FRCs) established by the Australian Government as part of
the 2006 reforms to the family law system. The FRCB commenced providing
family dispute resolution (FDR) services to separating families in July 2008. It is
part of a consortium which consists of MacKillop Family Services (MFS),
Relationships Australia (Vic) and the Spectrum Migrant Resource Centre. The
FRCB employs two fulltime FDR practitioners and is located in a highly
multicultural area (34 per cent of Broadmeadows’ residents are from nonEnglish speaking backgrounds), and its clients report a high incidence of family
violence. The FRCB is faced with the challenging task of successfully providing
FDR and meeting the needs of its complex clientele. It is also in a unique position
to develop further effective practices in these important areas.
The aim of this evaluation is to assess the use and effectiveness of the FDR
program at the FRCB, particularly in relation to providing an appropriate service
to local culturally and linguistically diverse (CALD) communities and its ability to
respond to family violence. In summary, the evaluation had the following three
overarching objectives:


Objective 1: Examine the general accessibility of the FRCB (Chapter 4)



Objective 2: Examine the accessibility of FRCB services to local CALD
communities (Chapter 5)



Objective 3: Examine the FRCB’s effectiveness in addressing issues of
family violence (Chapter 6)

A detailed literature review of the areas under investigation is provided in
Chapter 2; Chapter 3 outlines the FRCB Service and Process Models, the study
methodology and limitations; and Chapter 7 summarises the main findings of the
evaluation and lists all recommendations.
The research shows that, for the most part, the FRCB is providing an efficient
dispute resolution process and is responding well to the needs of clients from
CALD backgrounds, including those with issues of family violence. The
researchers acknowledge that much of what the FRCB does and strives to do
reflects best practice approaches and many of the recommendations are to
continue along established lines. However, having sought the identification of
opportunities for improvement from a variety of stakeholders, the researchers
make a number of recommendations for further improving the service provided
by the FRCB. Some of these are specific to the everyday processes and
procedures of the FRCB, but many of the recommendations relate to the way the
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service networks with other organisations and require high level decisions from
senior management.
Methodology
This study engaged a variety of methods to provide a comprehensive overview of
the objectives under investigation. The research approach included:
 a detailed literature review (the basis for the study design);
 a review of 228 FRCB case files which were opened and closed between 1
May 2009 and 30 April 2010 (the target 12-month period);
 in-depth interviews with eight representatives of organisations delivering
services related to family disputes;
 in-depth interviews with ten representatives from the Iraqi, Lebanese and
Turkish communities;
 seven focus groups with 71 men and women from Iraqi (Muslim and
Chaldean Catholic), Turkish and Lebanese communities (the largest CALD
communities in the City of Hume), who lived in the FRCB’s catchment
area; and
 telephone surveys (or their paper questionnaire equivalent) with 76
former FRCB clients (who accessed the service between 1 May 2009 and
30 April 2010).
Key findings and recommendations
The key findings and recommendations of this evaluation study are reported
next.
Accessibility and effectiveness of the FRCB’s FDR program
The vast majority of FRCB clients identified themselves as having an ‘Australian’
cultural background. In comparing FRCB clients with the general population of
the City of Hume, it was noted that people born in western countries (Australia,
NZ, the UK and the USA) were more likely to access the FRCB than people born in
other overseas countries. Nevertheless, in looking at the proportion of FRCB
clients born in Iraq, Lebanon and Turkey, it was found they reflected their
countries’ relative City of Hume population numbers in general.
Tracking the trajectory of FRCB clients revealed that out of the 228 cases opened
and closed from 1 May 2009 to 30 April 2010, 25.4 per cent left the service at the
Information Session stage, 39.9 per cent left at Family Relationship Assessment
(FRA), and 34.2 per cent went all the way through to FDR. Survey results
indicated relatively high satisfaction with the Intake (AKA: ‘Initial contact’ or
‘duty call’) process (M=7.36 out of 10) and with the Information Session (M=7.99
out of 10). The major reason why clients reported they did not continue after
Intake was because they had worked the situation out by themselves, and the
foremost reason for not proceeding after the Information Session was because
they reported that their partner would not agree to participate further. If they
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left the Centre without completing the process, FRCB clients reported that they
were likely to seek assistance from another FRC or from counsellors,
psychologists or social workers.
Overall, the mediation process was deemed effective, with participants
indicating they felt treated with respect by the mediator, understood what was
going on and generally agreed that the process was fair. They did not feel
pressured to settle their dispute; nor did they feel they needed a support person
during the process. On the whole, participants reported that they would not have
preferred to go straight to court. These are positive findings that indicate that
the FRCB is providing an efficient and fair mediation process.
Evaluations of the mediators indicated that the participants thought that the
mediators performed well (mean ratings= 5.7-6.8 out of 10), but that some room
for improvement exists particularly in the way the mediators guide the process
and the information they provide in relation to mediated issues.
Recommendation: Where appropriate, provide more time for mediation
parties to discuss all necessary information and underlying issues during
mediation and ensure parties understand the legal and other information
provided to them to protect their best interests and the best interests of
children and to help them with decision making.
47.6 per cent (20 out of 42) of survey participants who completed FDR reported
reaching some sort of agreement at mediation, and 65 per cent (n=13 out of 20)
of the agreements were still in place at the time of the survey (on average 8.6
months after mediation). Ratings of mediation outcomes showed that
participants felt they had a good understanding of the agreements reached, but
their satisfaction with them was only moderate, and they felt they had only
moderate control over the outcomes of their disputes. However, data on cases
where an agreement was reached indicate it has been relatively stable, with the
mean rating of 7 out of 10 for the agreement being ‘practical, realistic and
workable’. There was a similar level of satisfaction with the agreement at the
time when it was reached and months later, and, as mentioned above, 65 per
cent of agreements were ‘still in place’ at the time of interview. The most
common reason provided for why an agreement was no longer in place was
because the ‘former partner broke the agreement’.
Opportunities for improvement outlined by survey participants suggested that
the FRCB could customise its process to suit the individual needs of clients to a
greater extent. For example, parents who had been separated for many years did
not think that attending the ‘Child in Focus’ Information Session was applicable
to their situation. Other former clients felt that the process dragged on too long
from the time they contacted the FRCB to the time of mediation, others
complained about the process of shuttle mediation being prolonged (and one
participant suggested having a teleconference available), while others yet would
have liked more time for their standard mediation.
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Recommendation: Customise the stages and nature of the process to
meet the needs of individual clients. For example, clients who have been
separated for a long time or those who have attended the session
elsewhere may not need to attend the Information Session. Greater
attention paid to the needs of individual clients at the front end of the
FRCB process (e.g. at Intake) may contribute to greater satisfaction and
lasting outcomes. This includes how well a client has understood the
information provided, what issues are of concern to them, and the type
of information and/or discussion they may require to better understand
the situation, their rights and interests and those of the others involved.
Recommendation: Offer the option of a teleconference in shuttle
mediation and provide the option for longer mediation sessions where
requested by clients.
FRCB and the local CALD communities
Although the research found that the FRCB generally offers best practice service
delivery, focus group participants indicated that the FRCB’s services were not
widely known,. More can be done by the FRCB in the areas of incorporating
culturally specific processes and norms, accommodating cultural needs beyond
the intake level, and raising awareness of its service to local CALD communities.
For example, differences between CALD communities and mainstream society
regarding norms and beliefs surrounding marriage and family disputes were
reported as constituting major barriers for CALD community members. Thus,
many of the focus group participants said they would not access the service due
to its focus on separation and divorce and would rather prefer a service with a
focus on reconciliation as a first step.
Recommendation: Continue to engage with local CALD community
organisations and stakeholders to identify cultural, including religious ,
norms relating to family issues that could be incorporated into the FRCB
model where Australian law permits.
Recommendation: Continue to engage culturally sensitive and competent
interpreters. FRCB should also investigate the possibility of a panel of
interpreters who will be specially trained around sensitivities associated
with FRCB services including confidentiality of process. A greater number
of service staff who speak the languages of the clients ’ groups would also
be of benefit.
Recommendation: Take further steps to advertise its range of services to
other agencies providing services directly or indirectly related to those of
the FRCB in order to facilitate referrals.

The survey revealed high levels of satisfaction among former FRCB clients with
the cultural appropriateness of the service. However, many CALD clients exited
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the service at an early stage, with some having been issued certificates indicating
that their matter was not appropriate for FDR even where family violence was
not an issue. Several factors may account for this finding, including a party’s
denial of the family violence.
CALD clients who were born overseas (other than those born in Iraq, Lebanon
and Turkey) exited the service at an earlier stage than other clients. An
explanation for this phenomenon could be that while the FRCB employs best
practices for the clients born in Iraq, Lebanon and Turkey, it lacks such processes
for other CALD community members. It may also not meet the expectations of
these other CALD communities as to how family matters should be addressed by
their own laws or religious or cultural customs. Moreover, such clients may
experience language difficulties, may be less familiar with mainstream services,
lack family support or are subject to a range of other factors, which are detailed
in the relevant literature.
Recommendation: Investigate why clients from CALD communities aside
from the Iraqi, Lebanese and Turkish communities, are not proceeding
from the FRA stage to FDR/mediation and tended to leave at the FRA
stage.
Recommendation: Revise the Intake, Information Session and FDR
procedure to incorporate a cultural analysis of the dispute. Where parties
have identified important cultural issues, the FRCB should re-design the
process to accommodate and address the needs of these parties.

The level of acculturation was also found to contribute to the willingness, or lack
of it, to access services. For instance, process differences were found to be more
of an issue for overseas-born CALD clients than for those born in Australia and
other ‘western’ countries. There was some indication that CALD clients born in
countries other than Iraq, Lebanon and Turkey tended to drop out earlier in the
process than clients born in Australia, NZ, the USA and the UK. Further analysis
of the data showed that this drop-out rate may reflect the fact that those
overseas-born CALD clients are perceived to have more ‘matters inappropriate
for resolution’ than those born here. In general, clients who have lived in
Australia for fewer than 15 years were less likely to access mainstream services
than those who have resided here longer, and where such people have accessed
the service, they were less likely to reach an agreement at mediation than those
who have been in Australia for longer.
Recommendation: Commission research to investigate perceived or
experienced barriers encountered by staff members in provision of
services to CALD communities. It should also initiate a process that would
allow documentation of reasons for issuing a Certificate for the F amily
Court on the basis of inappropriateness for resolution.
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Recommendation: Continue to produce brochures and other information
booklets which explain type and scope of services provided.
Recommendation: Engage with a range of other services to identify the
particular processes and specialities each offer clients and develop a
greater collaboration across services to minimise crossovers and plug any
gaps in service delivery that may be required but not currently offered to
clients. This step could also improve the referral process both at FRCB
(linking the client to the most appropriate service) and for FRCB (with
greater understanding of what the service offers).
Recommendation: Advocate to FaHCSIA the importance of incorporating
into the current model, where appropriate, the proposed ways of making
the service even more culturally sensitive, including providing additional
processes that focus on acknowledging difference, understanding
conflicts in a cultural context (not just as an individual concern) and
problem-solving for a variety of situations, e.g. as an already separated
couple, as members of a family experiencing intergenerational
difficulties, as parents managing parenting issues after or during
separation, and as participants in a larger family system including the
couple, the children and extended family. Where not contrary to the
interests of one client, an exploration of reconciling a couple’s
relationship as well as reconciling differences, misunderstandings and
hurt feelings within the family more broadly may be offered.
Family violence
Family violence has been identified as one of the most serious social problems in
the City of Hume. The identification of family violence increased as cases
progressed through the FRCB process, and at the FRA stage, 78 per cent of cases
reported incidences of family violence. This finding may result from clients
becoming more comfortable with and less fearful of the FRCB service the longer
they take part in it or it may be for a variety of other factors, such as the longer
session, more in-depth nature of the FRA process, mediator skill and better
understanding of the mediation process.
However, in the telephone survey sample (n=76) only 27.6 per cent of
respondents indicated there were issues from the history of the relationship
with their former partner that would make them afraid of being in the same
room with them. Women were more likely to report this fear than men (women:
51 per cent; men: 12.8 per cent).
Recommendation: Consider offering counselling services at FRCB and
workshops on women’s rights or information sessions on family violence.
Recommendation: Consider further methods for addressing the concerns
of children witnessing family violence or affected by it as well as
appropriate referrals.
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Survey respondents who disclosed a history of family violence with their former
partners were asked a series of questions about whether they had been given an
opportunity to talk about family violence during their contact with the FRCB and
about what referrals were offered. The majority of former clients indicated that
they were given an opportunity to discuss their fears at Intake and during other
stages of the process. Participants were also asked how appropriate they found
the FRCB’s response to their family violence situation, and the overall rating
indicated that they believed the response was appropriate (M=7.04 out of 10).
Recommendation: Continue to provide ongoing training on family
violence to mediators and other staff, especially on the types of
questions to ask and signs indicating family violence and mental health
issues or substance abuse, as well as the links between mental health
problems and family violence.
Recommendation: Customise the process to meet the family violence
needs of individual clients. For example, those who do not want to see
their former partner might prefer the option of a teleconference rather
than using shuttle mediation. Relationships Australia has piloted a model
of telephone conferencing which is indicating very positive results .

Focus groups with men and women from Iraqi, Lebanese and Turkish
communities discussed issues of family violence. The most immediate definition
of family violence was ‘physical violence’, but upon further reflection,
psychological and emotional abuse was also included. When asked whether
family violence was ‘an issue’ in their communities, the women’s groups
generally concurred that it was, although some women qualified this assessment
by saying that the incidence of family violence in their community was no
different to the mainstream incidence. Men in the Iraqi and Lebanese focus
groups, however, reported that family violence in their communities was ‘not
very common’. Statistical tests using the FRCB base data and the survey results
found no statistically significant differences in the reported incidence of family
violence among FRCB clients from CALD and non-CALD backgrounds. The length
of time a person had lived in Australia also did not make a difference to their
reporting of family violence to the FRCB. Conclusions about whether family
violence is more frequent in the Iraqi, Lebanese and Turkish communities are
beyond the scope of this research. Focus group results indicate that family
violence takes place, but it does not seem to be more prevalent among FRCB
clients from Iraqi, Turkish and Lebanese backgrounds than those from other
backgrounds.
The most common approaches to dealing with family violence identified in the
focus groups were seeking help from community elders, family and friends. All
groups also mentioned that a common approach to family violence was to hide
its occurrence. Asked specifically what services members of their communities
access when dealing with family violence and other family conflict, all CALD
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groups mentioned social workers, counsellors and other professional services,
and also Legal Aid.
Recommendation: Continue to advertise in multi-cultural media and
continue to work with religious and community leaders.
Recommendation: Continue and improve referral process, especially to
partner counselling and support groups as well as mental health services
if appropriate.

A number of different stakeholders were asked how the FRCB could improve its
response to family violence. Recommendations included: employing bilingual
workers, working with established CALD groups and religious and community
leaders, reaching out to newly arrived migrant women, advertising in
multicultural media, and training staff to ensure culturally appropriate body
language and questions.
Recommendation: Reach out to newly arrived migrant women from Iraqi,
Turkish and Lebanese communities through established social groups and
trusted community representatives.
Recommendation: Train CALD workers to become family mediators and
increase the number of bilingual workers in the service, who are more
likely to be aware of cultural signs of family violence.
Conclusion
The researchers acknowledge that much of what the FRCB does and strives to do
reflects best practice approaches, so many of the recommendations are to
continue along established lines. Some additional recommendations also are
made to foster expanding the current model of practice.
It is recommended that the FRCB consider making changes to their model of
service delivery and to monitor the effect of any changes by conducting regular
evaluation studies.
Recommendation: Conduct a longitudinal study with a focus on outcomes
over a five-year period in order to examine the durab ility of outcomes
over the long term. Enrol clients in research at the end of their mediation
session and offer incentives for their participation.
Recommendation: Conduct regular evaluation studies in order to monitor
the effect of any changes to the FRCB model, using the current study as a
baseline for measurement.
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In altering its approach, the FRCB should consider expanding on current
practices by developing a more flexible and case-management service approach
which assesses the types of issues clients have and matches these with a process
that may best meet clients’ issues and needs. This model should encourage a
cultural analysis of each dispute and a determination of which process best suits
the given parties’ specific needs. To accomplish this aim, the FRCB will need to
modify the Intake, Information Session, FRA and FDR procedures and, where
parties identify important cultural issues, continue to adapt the process to
accommodate these parties.
To conclude, this report contains a number of specific recommendations to
improve or extend current operational practices of the FRCB. However, there are
other recommendations that make reference to broader systemic changes and
expanding the current model of practice. Such recommendations reflect the
evolution in the area of dispute resolution and the changes to the justice system
which includes adopting case-management type methods to improve intake
strategies that assess issues and match them with appropriate processes. Such
changes reflect a greater effort to respond to the relational context of
disagreements, social problems, disputes and conflicts, and the understanding
that more than one process may be required to address the issues involved. In
this respect, the FRCB may be able to extend its partnership and consortium with
other agencies and aim to work more collaboratively with other services to affect
some of the changes and benefits highlighted. Due to the difficulties in handling
the problems posed both by cultural factors and the complexity of the cases, with
high rates not only of family violence but also mental illness and substance
abuse, the FRCB could benefit from working more closely with health and legal
services. At present, the FRCB offers only mediation, and it may consider how
conferencing or other facilitated models could be adopted to deal with
reconciliation, intergenerational or family conflict, or problems arising postmediation or with parental agreements that require modification. If the Centre
cannot expand its processes, then it may consider who to refer clients to or bring
practitioners into the Centre whilst still monitoring the ‘case’ overall.

Recommendation: Consider how to develop a more comprehens ive
service to its clients and extend its partnership and consortium with
other agencies and aim to work more collaboratively with other services
to coordinate and expand the services provided, reducing overlaps and
gaps in service delivery.
Recommendation: Consider building on current practices by developing a
more flexible and case-management service approach that can assess the
specific issues clients have and match these with a process that may best
meet the needs of individual clients. Consideration should also be given
to expanding the range of processes on offer, making more referrals out
to more specialised services or bringing specialised practitioners into the
Centre whilst still monitoring the ‘case’ overall.
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Recommendation: Establish with related services and other FRCs a list of
mediators and other conflict resolution practitioners with cultural and
other expertise who could be utilised across the services and operate on
a rotational or needs basis, and also create a centralised regional phone
service with workers fluent in the major community languages.
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Acronyms
ABS
AIFS
ALRC
CALD
CSA
CSO
FDR
FaHCSIA
FLA
FDRP
FRA
FRAL
FRC
FRCB
FRO
FRSP
FV
MFS
NADRAC
NESB
NJC
VITS
WIRE

Australian Bureau of Statistics
Australian Institute of Family Studies
ALRC – Australian Law Reform Commission
Culturally and Linguistically Diverse
Child Support Agency
Client Services Officer
Family Dispute Resolution
Department of Families, Housing, Community Services and
Indigenous Affairs
Family Law Act
Family Dispute Resolution Practitioner
Family Relationship Assessment
Family Relationship Advice Line
Family Relationship Centre
FRCB – Family Relationship Centre Broadmeadows
Family Relationships Online
Family Relationship Services Program
Family Violence
MacKillop Family Services
National Alternative Dispute Resolution Advisory Council
Non-English Speaking Background
Neighbourhood Justice Centre
Victorian Interpreting and Translating Service
Women’s Information Referral Exchange Inc.
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Definitions of BFRC Processes
Name
Intake

Information Session

FRA (Family Relationship Assessment)

FDR (Family Dispute Resolution)

Definition
Initial contact between FRCB and new
clients. In other mediation centres,
otherwise known as a ‘duty call’. It can
take place over the phone or in person.
Usually a group session with several
clients and one FRCB worker, where
the best interests of the child and the
family dispute resolution process are
discussed.
One-on-one session between the client
and a qualified Family Dispute
Resolution Practitioner. Suitability of
case for mediation and other related
issues are discussed.
‘Mediation’ session between the
parties with one or two practitioners
facilitating the process. Where
required, interpreters are also present.
The parties may be in the same room
or in different rooms, as in a shuttle
mediation, during the session.1

For a short discussion of the differences between traditional „mediation‟ and the FDR mediative process, see
below pp. 34-35.
1
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Chapter 1
Project Background
1.1

Introduction

This report presents the findings of a study evaluating the family dispute
resolution services provided by the Family Relationship Centre Broadmeadows
(FRCB) in Victoria, with a strategic focus on issues of cultural appropriateness
and family violence.
The FRCB is one of 65 Family Relationship Centres (FRCs) established by the
Australian Government as part of the 2006 reforms to the family law system.
These reforms included:
 Changes to the Family Law Act 1975(Cth) through the Family Law
Amendment (Shared Parental Responsibility) Act 2006;
 Establishment of a national telephone service Family Relationship Advice
Line (FRAL), an internet site Family Relationships Online (FRO), and the
65 FRCs; and
 Increased funding for and expansion of various family relationship
services, including the counselling service Mensline Australia, Children’s
Contact Services, the Parenting Orders Program, Specialised Family
Violence Services, Men and Family Relationships Services, Family
Relationship Education and Skills Training and more.2
The objective of the FRCs is to provide information and advice to families at all
relationship stages. Their staff is independent, professionally qualified, and aim
to offer ‘confidential and impartial services in a welcoming, safe and confidential
environment’.3 The centres also provide dispute resolution services, such as
mediation, which are predominantly used by separating families for issues such
as parenting arrangements. The first FRCs commenced operating in July 2006
and all but one were fully functional by July 2008.4
The FRCB began providing family dispute resolution (FDR) services to
separating families in July 2008. It employs two fulltime FDR practitioners. It is
located in a highly multicultural area (34 per cent of Broadmeadows’ residents
are from a non-English speaking background), and its residents report an above
average incidence of family violence. The FRCB is faced with the challenging task
2

For details see: R Kaspiew, M Gray, R Weston, L Weston, L Moloney, K Hand, L Qu and the Family Law
Evaluation Team. Evaluation of the 2006 Family Law Reforms (Australian Institute of Family Studies, December
2009), p. 4-5. See: www.aifs.gov.au/institute/pubs/fle/evaluationreport.pdf (Accessed 10th December,, 2010)
3
Family Relationships Online. See:
http://www.ag.gov.au/www/agd/familyrelonline.nsf/Page/RWPFFDAE1FF77800FB5CA25721800038A30
(Accessed 10 December, 2010)
4
R Kaspiew, M Gray, R Weston, L Weston, L Moloney, K Hand, L Qu and the Family Law Evaluation Team.
Evaluation of the 2006 Family Law Reforms (Australian Institute of Family Studies, December 2009), p. 4-5. See:
www.aifs.gov.au/institute/pubs/fle/evaluationreport.pdf (Accessed 10th December, 2010)
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of successfully providing FDR and meeting the needs of its complex clientele. It is
also in a unique position to develop effective practices in these important areas.
1.2

Evaluation objectives

In June 2009, MacKillop Family Services (parent organisation of the FRCB)5
commissioned five researchers from La Trobe University6 to evaluate the
effectiveness of FRCB’s practices in relation to providing an appropriate service
to local culturally and linguistically diverse (CALD) communities and responding
to family violence. The FRCB is also participating in a national evaluation of the
impact of the 2006 reforms to the family law system conducted by the Australian
Institute of Family Studies (AIFS). The present study, however, focuses solely on
the FRCB and its strengths and areas for improvement and makes
recommendations specific to its context.
Key research questions:
This evaluation had the following three objectives and 17 research questions:
Objective 1: To examine the general accessibility of the FRCB
1. Who is currently accessing the FRCB?
2. What percentage of initial clients completes each stage of the service?
3. Why do some clients not proceed from Intake to the other services
offered by the FRCB?
Objective 2: To examine the accessibility of FRCB services to local CALD
communities
4. What CALD groups are accessing the FRCB services, in what percentages
and stages?
5. Are there differences between non-CALD and CALD communities in
accessing the service?
6. How does the proportion of CALD clientele (accessing FRCB services)
compare to the population of the areas they come from?
7. To what extent is the FRCB providing a culturally appropriate service for
major CALD client groups (i.e. Iraqi, Lebanese and Turkish) – according to
existing and potential clients?
8. Where else are potential clients from CALD groups going to seek similar
services and why?
9. What are the outcomes for major CALD groups seeking FRCB services?
10. How long are parenting agreements lasting?
11. What reasons do clients provide for their breakdown?
12. Have mediated outcomes been effective (durable, workable etc.)?
13. How do such outcomes compare to those reached by non-CALD clients (at
FRCB and elsewhere)?
Objective 3: To examine the FRCB’s effectiveness in addressing issues of family
violence
14. Is family violence appropriately identified (at Intake; at another stage in
the process; at all)?
5
6

See Chapter 3 for further details on the structure of FRCB.
See Appendix A for details on researchers.
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15. Where identified, is family violence appropriately responded to?
16. What other services are people concerned about family violence referred
to? Are these services helpful?
17. Where identified, how appropriately is family violence responded to for
CALD clients?

Where empirical evidence was available, these questions are answered in
Chapters 4, 5 and 6. Furthermore, the results in this report may also serve as a
baseline for measuring improvement in future evaluations of the FRCB and can
be consulted by other FDR services working in similar situations.
1.3. Structure of this report
This report has seven chapters. Chapter 2 provides a brief overview of the
literature related to the key issues examined in this report, namely family
disputes in Australia, cultural dimensions of family disputes, family violence and
mediation evaluation. Chapter 3 briefly outlines the FRCB service model and the
methodology adopted for this study. Chapters 4, 5 and 6 present the findings,
each addressing one of the three key research objectives, namely, the
accessibility of the FRCB, its appropriateness in dealing with CALD communities
and its effectiveness in responding to family violence. Chapter 7 summarises the
recommendations for best practice stemming from this study. The report
concludes with a number of recommendations. The Appendices contain the
questionnaires used in this research, researcher biographies, additional sociodemographic information on the study participants and other useful materials.
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Chapter 2
Brief Review of Relevant Scholarly Literature
To place this evaluation and its objectives in the wider context of not only
reforms to the family law system in Australia, but also scholarly debates on
family violence, cultural sensitivity and mediation evaluation, this chapter
provides a brief summary of each of these topics. The literature reviewed in this
chapter will also be drawn on to interpret the results and to inform the
recommendations in this report.
2.1

Family disputes in Australia

Relevant legislation
Family Law Act
Laws governing divorce and separation are relatively recent in Commonwealth
history. Initially they were designed to promote family stability and assigned
fault to one of the separating parties. In 1975, as part of what has been called ‘a
radical reorganisation of family law in Australia’,7 the Family Law Act 1975
(Cth)(FLA) 8 was enacted, and a specialist federal court, the Family Court of
Australia, was established. More recently, the Federal Government created the
Federal Magistrates Service, which also has jurisdiction in many divorce-related
matters to ‘provide a simpler and accessible service for litigants and to ease the
workload’ of the Family Court by dealing with less complex matters.9 The FLA
abolished matrimonial fault as the basis of dissolution and recognised only
irretrievable breakdown in the marriage as grounds for ending the marriage (s
48). Thus, the focus of legal action shifted from assigning fault for the breakdown
to so-called ‘ancillary matters’, most importantly parenting and financial issues.
The Act now extends to children’s matters for de facto couples and also, most
recently, to their property matters.10
The ‘Best Interest of the Child’ is the theoretical cornerstone for both legal and
Family Dispute Resolution interventions in separation-related disputes involving
children’s matters and is the ‘paramount principle’ in making a parenting order.11
Significant changes were made to the FLA in 2006 with passing of the Family Law
Amendment (Shared Parental Responsibility) Act, which encouraged separated
parents to have a meaningful relationship in their children’s lives and to promote
equal shared parental responsibility (provided that it is in the best interest and
the children to do so). Thus, under the current legislation, wherever the
Finlay, H., Bailey-Harris, R., & Otlowski, M. (1997). Family Law in Australia, 5th ed. Butterworths, p 25.
Up-to-date copies are available from the Australian Government Publishing Service and the Family Court
website: http://www.familycourt.gov.au/ (Accessed 10 December 2010)
9 .http://www.fmc.gov.au/html/introduction.html (Accessed 10 December 2010)
10 Family Law Amendment (De Facto Financial Matters and Other Measures) Act (Cth) 2008
11
Family Law Act 1975 (Cth), s 60CA
7

8
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presumption of shared responsibility is not rebutted, those working on behalf of
the family law system must consider or advise their clients to consider a shared
parenting arrangement.12
The concept of ‘shared parenting’ has attracted heated debate both because of a
lack of precision in defining the term and empirical evidence about postamendment outcomes of mediated and contested cases. ‘Shared care’ generally is
taken to mean that the child is under the care of each parent for at least 30 per
cent of nights per year.13 Rates of shared care are relatively low in Australia but
rose from 2-3 per cent in 1997 to 7 per cent in 2008.14 More importantly,
following the 2006 legislation, the rate of shared parenting in cases of high
parental conflict is much higher than for the population in general, Shared
parenting outcomes occur for 27 per cent of couples who have undertaken
mediation and 46 per cent of couples who have gone to court.15 These figures
may indicate that the formal processes tend to encourage greater parenting
involvement by fathers, the effect of which on children is hotly debated.16
As mentioned above, the amended FLA also established the 65 Family
Relationship Centres (FRCs) throughout Australia as part of an effort to provide
parents with easier access to information, referral and advice and also to
increase early intervention and post separation services, including personal
counselling, relationship counselling and post-separation parenting
programmes.
According to the FLA, Family Dispute Resolution (FDR) is ‘a process (other than a
judicial process):
‘(a) in which a family dispute resolution practitioner helps people
affected, or likely to be affected, by separation or divorce to resolve some
or all of their disputes with each other; and
‘(b) in which the practitioner is independent of all of the parties involved
in the process.’17
Currently, with some exceptions for urgent cases involving violence or child
abuse, FDR is required before a parenting order can be sought from the Court.
Otherwise, matters cannot proceed until an applicant obtains a certificate from a
registered FDR practitioner stating that they have made an appropriate effort to
deal with the matters in dispute through an FDR process.

12

Family Law Act 1975 (Cth), s 65DAA.
Smyth, B. (2009). A 5-Year Retrospective of Post-Separation Shared Care Research in Australia. Journal of
Family Studies, 15(1) p 37 n 3.
14
Smyth, B. (2009). A 5-Year Retrospective of Post-Separation Shared Care Research in Australia. Journal of
Family Studies 15(1). p 40.
15
McIntosh J., & Chisholm, R. (2008). Cautionary Notes on the Shared Care of Children in Conflicted Parental
Separation. Journal of Family Studies, 14(2) p 39.
16
See, for example, Rhoades, H. (2008). The Dangers of Shared Care Legislation: Why Australia Needs (Yet
More) Family Law Reform. Federal Law Review 36(3). pp 279-300.
17
Family Law Act 1975 (Cth), s 10F
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Family Relationship Centres (FRCs)
The FRCs are designed to provide families with assistance in a variety of matters,
including providing information and referrals for marriage education and
dealing with relationship problems.
However, a ‘primary function’ of FRCs is to work with families, including
extended family members, ‘outside the court system’ in dealing with parenting
disputes. In particular, it is aimed towards ‘helping separating parents to reach
parenting agreements in joint sessions’, including helping ‘parents to understand
the impact on their children and financial costs of using the courts to resolve
parenting matters’. The FRCs must provide, without cost to clients, ‘information
and referral, family relationship seminars and/or group sessions, and individual
help’. Where appropriate, up to three hours per couple of joint sessions are made
available free of charge, with up to six hours where interpreters are needed.18
Potential clients must undergo a screening process that meets a minimum
standard set by the government, including individual intake and assessment,
group sessions, and further individual interviews in preparation for the
subsequent process.19
FRCs and violence
The FLA requires a court to have regard to the need to protect individuals from
family violence.20 It defines family violence as:
conduct, whether actual or threatened, by a person towards, or towards
the property of, a member of the person's family that causes that person or
any other member of the person's family reasonably to fear for, or
reasonably to be apprehensive about, his or her personal well -being or
21
safety.

Family violence is one factor a court must consider when determining what is in
the child's best interest, and a court must ensure that any court orders ‘do not
expose a person to an unacceptable risk of family violence’.22 For FDR to take
place, practitioners ‘must be satisfied that consideration has been given to … the
ability of any party to negotiate freely’, for example, because of ‘a history of
family violence’, ‘the likely safety of the parties’ and ‘the risk that a child may
suffer abuse’.23

Family Relationships Services Guidelines, Appendix C. „Operational Framework for Family Relationship
Centres‟, Part One, „Assistance Provided By Family Relationship Centres‟. Available from the Department of
Families, Housing, Community Services and Indigenous Affairs (FaHCSIA) and online at
http://www.facs.gov.au/sa/families/progserv/FRSP/contractual_arrangements/Documents/frsp_guideline
s/app_c.htm Accessed 10 December, 2010
19 Family Relationships Services Guidelines, Appendix C. „Operational Framework for Family Relationship
Centres‟, Part One, „Assistance Provided By Family Relationship Centres‟. Available from the Department of
Families, Housing, Community Services and Indigenous Affairs (FaHCSIA) and online at
http://www.facs.gov.au/sa/families/progserv/FRSP/contractual_arrangements/Documents/frsp_guideline
s/app_c.htm Accessed 10 December, 2010
20
Family Law Act 1975 (Cth), s 43CA
21
Family Law Act 1975 (Cth), s 4
22
Family Law Act 1975 (Cth), ss 60CC and 60CG,
23
Family Law (Family Dispute Resolution Practitioners) Regulations 2008, Part 7 s 25(2)
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Prospective FDR clients are advised by a brochure entitled ‘Family Dispute
Resolution’ that they should inform FRC staff of any ‘concerns about [their]
safety or the safety of [their] children’ and are informed that if they ‘have
experienced abuse or violence from [their] ex-partner, it’s important that [they]
feel safe and are safe before, during and after family dispute resolution’. They
also are assured FDR can be practiced without both parties being in the same
room and that ‘there is no requirement to undertake FDR if there has been family
violence or child abuse’.24
FRCs and cultural diversity
In addition to maintaining a focus on the needs of children, a key FRC client
service principle is the removal of any real or perceived barriers to the
accessibility of their services, including ‘cultural or language barriers’.25 Thus,
FRCs ‘should ensure that they have the linkages in place with local community
groups and services to enable families to receive timely and effective assistance’.
Furthermore, ‘in designing and delivering their services, Centres should take
account of the specific needs of these diverse groups’, considering, among other
things, ‘how best to engage and communicate with ethno-specific groups in their
area’, ‘means to overcome language and cultural barriers, particularly with
regard to service delivery’ and ‘adaptations to the service design model to
accommodate specific cultural needs’.26

24

available on line at
http://www.familyrelationships.gov.au/BrochuresandPublications/Pages/FROfactssheet_violenceandfamilylaw.asp
x Accessed on 10 December 2010
25
Family Relationships Services Guidelines, Appendix C. „Operational Framework for Family Relationship
Centres‟, Part One, „Assistance Provided By Family Relationship Centres‟. Available from the Department of
Families, Housing, Community Services and Indigenous Affairs (FaHCSIA) and online at
http://www.facs.gov.au/sa/families/progserv/FRSP/contractual_arrangements/Documents/frsp_guideline
s/app_c.htm Accessed on 10 December 2010
26
Family Relationships Services Guidelines, Appendix C. „Operational Framework for Family Relationship
Centres‟, Part One, „Assistance Provided By Family Relationship Centres‟. Available from the Department of
Families, Housing, Community Services and Indigenous Affairs (FaHCSIA) and online at
http://www.facs.gov.au/sa/families/progserv/FRSP/contractual_arrangements/Documents/frsp_guidelines/app_c.ht
m Accessed on 10 December 2010
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2.2

Cultural issues in Family Dispute Resolution

A number of cultural issues arise in relation to the theory and practice of family
dispute resolution involving people from culturally and linguistically diverse
(CALD) communities and must therefore be considered when evaluating the
effectiveness of relevant services for such groups.
The current project focuses on the Iraqi, Lebanese and Turkish communities
within the City of Hume local government area in Victoria. Iraqis and Lebanese
are part of the Arabic Community in Australia, but this group is far from
homogenous: religious, language, ethnic, individual differences, as well as
differences in other beliefs and traditions exist within the group. Substantial
Lebanese migration occurred after the World War I and in the years after 1975.27
The Iraqi migration to Australia became substantial with the US occupation of
Iraq (the ‘war against terror’).28 Turks, on the other hand, were among the first
Middle Eastern migrants to Australia, with substantial migration taking place
after World War II as well. As with the Lebanese and Iraqi communities, intragroup differences relating to ethnicity and religion also exist amongst AustralianTurkish communities.29
The FRCB provides family services to residents of the City of Hume, including the
ethnically diverse suburb of Broadmeadows. Demographic statistics provided by
the City of Hume Council indicate that roughly one-third of the area’s residents
are born overseas, with Iraq, Turkey and Lebanon constituting the three largest
sources of immigration to the area. These groups are themselves somewhat
overrepresented in the suburb of Broadmeadows, which has a relatively higher
percentage of CALD residents than the City of Hume Council as a whole.30 A
summary of the relevant data is provided below.
Table 2.1: Overseas born residents of the City of Hume and Broadmeadows
Cultural characteristic
Born overseas (total)
Born in Turkey
Born in Iraq
Born in Lebanon
Arabic-speaking
Turkish-speaking
Muslims

Hume City Council (as a whole)
29.3%
3.9%
3.0%
1.6%
6.2%
8.0%
13.4%

Suburb of Broadmeadows
37.3%
5.8&
6.0%
4.1%
14.2%
10.7%
24.9%

27

South Eastern Migrant Resource Centre, Arabic Community Profile updated May 2010 available at
http://www.sermrc.org.au/index.php?page=publications3 Accessed 10 December 2010.
28
South Eastern Migrant Resource Centre, Arabic Community Profile updated May 2010 available at
http://www.sermrc.org.au/index.php?page=publications3 Accessed 10 December 2010.
29
http://museumvictoria.com.au/origins/history.aspx?pid=64 Accessed 10 December 2010.
30
Hume City Council Community Profile, available at
http://profile.id.com.au/Default.aspx?id=216&pg=103&gid=120&type=enum Accessed December 2010.
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Culture
A wide definition of culture informs this research. Culture can be broadly defined
as customs, traditions, etiquette, ways of learning or acquiring traditions, habits
and attitudes, art, marriage, language, morals, laws, and beliefs. Geertz, writing in
1973, defined it as a:
… historically transmitted pattern of meanings embodied in symbols, a
system of inherited conceptions expressed in symbolic forms by means of
which men communicate, perpetuate, and develop their knowledge about
31
and attitudes towards life.

Kroeber and Kluckhohn32 outline various other approaches to culture. The
historical approach emphasises tradition, custom and social heritage; the
psychological approach views culture as methods of adapting to natural,
economic and political conditions and ways of learning or acquiring traditions,
habits and attitudes; the descriptive approach identifies certain features
including etiquette, art, marriage, language, morals, law, beliefs, traditions; the
structural approach relates to the socio-political system defined as a ‘derived
system of explicit and implicit designs for living, which tends to be shared by all,
or specially designated members of a group’; and the normative approach views
culture as the ‘distinctive way of life of a group of people, their complete ‘design
for living’.33 Rather than becoming involved in a technical definitional discussion,
the approach of this report is informed by a broad synthesis of all these
approaches to culture. Culturally appropriate processes therefore must be
designed bearing in mind the wide ramifications of culture and its various
meanings and interpretations.
Cultural issues in dispute resolution
In line with the Service Guidelines mentioned in Chapter 3, the FRCB aims to
assist separating couples by providing ‘services and practices that are culturally
appropriate to the needs of families from diverse cultural, religious and ethnic
backgrounds’.34 This is not without challenges considering the diverse cultural
groups within FRCB’s service area. Cultural issues become significant in family
dispute resolution involving members of the Turkish, Lebanese and Iraqi
communities because of their migrant backgrounds; major differences in cultural
beliefs and practices between mainstream Australian culture and Iraqi, Lebanese
and Turkish cultures and inter-group as well as intra-group differences.

31

Geertz, C. (1973) The Interpretation of Cultures: Selected Essays by Clifford. Basic Books, Inc.,
Kroeber, A. L., & Kluckhohn C., (1952) Culture: A Critical Review of Concepts and Definitions, Vintage
Books, Random House.
33 A 1945 definition by Kluckhohn and Kelly quoted in Kroeber, A. L., & Kluckhohn C., (1952) Culture: A
Critical Review of Concepts and Definitions, Vintage Books, Random House, p. 119.
34
Family Relationships Services Guidelines, Appendix C. „Operational Framework for Family Relationship
Centres‟, Part One, „Assistance Provided By Family Relationship Centres‟. Available from the Department of
Families, Housing, Community Services and Indigenous Affairs (FaHCSIA) and online at
http://www.facs.gov.au/sa/families/progserv/FRSP/contractual_arrangements/Documents/frsp_guideline
s/app_c.htm Accessed on 10 December 2010
32
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Communication
One area of potential difficulty in the provision of dispute resolution services is
communication.35 Language barriers can mean that conversation between
service providers and parties become very difficult and may inhibit the process.
Most service providers now engage the services of an interpreter but this is not
without its problems. For example, translation may distort the message sent and
may not be free from the interpreter’s biases and perceptions.36 With a high
percentage of non-English speaking background (NESB) clients, language
barriers, if not well catered for, may affect the quality of service provided.
Aside from misunderstandings relating to word usage and expression, nonverbal communication can be problematic. Although generalisations about
cultures may be harmful in some instances and must proceed with caution,37 E. T.
Hall’s38 idea of low and high context cultures may be useful. According to Hall,
‘communication systems … can be read correctly only if one is familiar with the
behaviour in its historical, social and cultural context.’39 Low-context cultures
engage in more direct communication, whilst high-context cultures tend to use
indirect communication methods.40 High-context cultures will often use
preambles, and communication may be rhetorical and not straight to the point.41
The Iraqi, Lebanese and Turkish cultures are categorised as high-context
cultures, although individual variations exist, whilst mainstream Australian
culture is categorised as low-context, individualist cultures42. Thus the
practitioner must have an understanding of metaphors, proverbs, stories and the
rhetoric particular to a given culture so as to be able to identify and address
concerns and issues raised, even indirectly, by parties in a dispute resolution
process.
Orientation
Linked with the concept of low and high context cultures is the idea of
individualist and collectivist cultures. Individualists focus on self, whilst
collectivists focus on the group and are relationship-oriented.43 This
categorisation also relates to defining roles and relationships within families as
well as the wider community.44 The Iraqi, Lebanese and Turkish cultures are
categorised as collectivist cultures, with a focus on family, relationships and the

35

Akin Ojelabi, L, (2008). Communication and Culture: Implications for Conflict Resolution Practitioners 19
Australasian Dispute Resolution Journal, p. 189.
36 See Akin Ojelabi, O., The Impact of Culture on Conflict Resolution Processes and Outcomes. Unpublished PhD
Thesis, School of Law, La Trobe University, Melbourne, Australia pp. 147 – 149, 211
37 LeBaron, M., (2003) Bridging Cultural Conflicts: A New Approach for a Changing World John Wiley & Sons,
Inc.
38 Hall, E. T. (1976). Beyond Culture. Anchor Press.
39 Hall, E. T. (1976). Beyond Culture. Anchor Press, pp. 37.
40 Hall, E. T. (1976). Beyond Culture, Anchor Press pp. 79.
41 Augsburger, D. W. (1992). Conflict Mediation Across Cultures: Pathways and Patterns. Westminster/John
Knox Press, pp. 31-32
42 Hofstede, G., Cultural Dimensions, online at http://www.geert-hofstede.com/hofstede_arab_world.shtml and
http://www.geert-hofstede.com/hofstede_turkey.shtml Accessed 10 December, 2010.
43 Gudykunst, W. B. (1994). Bridging Differences: Effective Intergroup Communication. Sage Publications pp. 40.
44 LeBaron, M. (2003). Bridging Cultural Conflicts: A New Approach for a Changing World. John Wiley & Sons,
Inc. pp. 60.
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group.45 Dispute resolution process that centre on the individual may therefore
not suit members of these communities, who may likely take the interest of
extended family members and cultural group into consideration in their
decision-making.
Process
Underlying values of mainstream dispute resolution processes have been
criticised as arising from individualised, low context Western cultures and thus
not transportable to traditional cultures where importance is placed on
connectedness and relationships within the community.46 Mainstream dispute
resolution processes are designed in a way that requires the dispute resolution
practitioner to follow a particular process, remain neutral, and facilitate a
dispute resolution conversation between the parties. Parties are therefore
expected to be able to self-determine and negotiate an outcome which satisfies
their needs and interests. This approach may be unhelpful where parties are
used to processes in which the third party may be known to the parties, is
expected to give advice and to make a determination which would become
binding on the parties, although conducted in a non-adversarial manner. This
may lead to less satisfaction with the process and a feeling of not being treated
fairly in the process.
Power, culture and dispute resolution
Cultural representations, for example as to the role of husbands and wives, childtraining and education, access to family funds, and so on made by one party and
acknowledged by the other may be a result of power dynamics between the
parties. According to Hofstede, power distance is the ‘the extent to which the less
powerful members of organizations and institutions (like the family) accept and
expect that power is distributed unequally’.47 This is important for family dispute
resolution, as what is considered as family violence in an Australian context may
be accepted as the norm and considered a non-issue as a result of a ‘cultural’
understanding of power disparity between parties. In addition, power may be
very crucial to the manner in which roles are distributed within a relationship.
According to Le Baron, ‘(p)ower is central to understanding cultural dynamics’.48
Culture is very important in the attribution of roles in relationships and this may
be seen by outsiders as unfavourable to one party. It is therefore important that
the practitioner understands the interplay between culture and power and be
willing to address any power imbalance which may result from cultural beliefs,
practices and tradition. It may also be important to address the issue in relation
to bindingness and durability of any agreement that may be reached by the
parties.
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Culture and the perception of a dispute
Culture may influence the identification of a dispute49 or of a particular situation
which needs to be addressed in a dispute resolution process. What is considered
a dispute by one group or individual may not be considered so by another group
or individual. This is because values, perceptions, ideologies, beliefs and so on
differ. Culture affects disputes ‘because it is embedded in individuals’
communication styles, history, ways of dealing with emotions, values and
structures’.50 Culture may also influence the outcome of the dispute resolution
process, and outcome expectations may influence a party’s attitude to the
process. According to Le Baron, cultures impacts on ‘naming’, ‘framing’, ‘blaming’
and ‘taming’ conflict.51 In relation to understanding parties’ decision as to which
issues to place on the table, the practitioner must be aware of the influence of
culture on perception, identification and resolution of a dispute.
Face saving
Face saving is a concept present in both individualist and collectivist cultures.52
The concept of saving face refers to shaming behaviour. Face saving may be very
important in dispute resolution and may affect identification of a dispute or an
issue as well as the willingness of parties to seek the assistance of an external
dispute resolution practitioner to resolve the dispute between the parties. It may
also mean that issues relating to violence may not be put on the table. The
dispute resolution practitioner should consider this in designing an appropriate
process and also in facilitating the process between the parties.53
Approach to resolving disputes – cultural analysis, competency and fluency
Dispute resolution process design and facilitation should proceed on the basis of
a cultural analysis of disputes and conflict. Avruch argues that in ‘in any sort of
intercultural conflict resolution, a cultural analysis is an irreducible part of the
problem-solving process.’54 The practitioner should ask questions relating to
perceptions of the self and the other. Apart from obvious issues such as language
and issues associated with being present in an unfamiliar territory, there are less
obvious issues to address. A practitioner must be sensitive to cultural issues
relating to cultural ways of doing and the extent to which the dispute or conflict
is embedded in cultural ways of knowing.
A dispute resolution practitioner needs to be ‘culturally aware’ of, and ‘culturally
sensitive’ to, the issues involved in disputes or conflict. This awareness and
sensitivity should, amongst other things, include recognition of issues regarding
LeBaron, M. & Pillay, V. (2006) „Conflict, Culture and the Images of Change‟ in LeBaron, M., and Pillay, V.,
(Eds.) Conflict Across Cultures: A Unique Experience of Bridging Differences. (2006) Intercultural Press, pp. 1519.
50 Mayer, B. (2000). The Dynamics of Conflict Resolution: A Practitioner’s Guide, Jossey-Bass Inc pp. 16
51 LeBaron, M. (2003). Bridging Cultural Conflicts; A New Approach for a Changing World, John Wiley & Sons,
Inc. pp. 117 – 134.
52 Augsburger, D W. (1992). Conflict Mediation Across Cultures: Pathways and Patterns, Westminster/John Knox
Press pp. 73
53 Augsburger, D W. (1992). Conflict Mediation Across Cultures: Pathways and Patterns, Westminster/John Knox
Press pp. 82 - 85
54 Avruch, K. (1998). Culture and Conflict Resolution, United States Institute of Peace Press, pp.74.
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the transportability and applicability of culturally distinct models of dispute
resolution to any culturally constructed dispute.
In addition, the dispute resolution practitioner must also be culturally fluent.
Cultural fluency requires an awareness of one’s own cultural biases,
assumptions, prejudices and stereotypes, and how those might impact on the
dispute resolution process. Being culturally fluent requires the ability to
‘anticipate, internalize, express, and help shape the process of meaningmaking’.55 Practitioners must be aware of how their own motives, actions, and
expectations affect the dispute resolution process and the outcome.
It is also important to recognise that cultural representations may be presented
by and adhered to by parties in a family dispute to serve selfish personal
purposes or to maintain the status quo. Cultural representations geared to such
personal ends are referred to as the ‘demonisation of culture’.56 A practitioner
must be fully aware of when ’demonisation’ occurs and be prepared to address
the issue, even if the validity of the cultural representation cannot be resolved in
the process. This is to ensure that the ends of justice are served. Cultural
awareness, competency and fluency must be directed towards obtaining
outcomes that are fair and equitable.
Culture and access to family dispute resolution services
Australian research indicates that access to family services by CALD community
members is very low compared with access by mainstream families and the
percentage of CALD clients who access services is lower than CALD
representation in Australia.57 Furthermore, CALD members who attempt to
access services often encounter a series of access barriers, including language
difficulties, cultural differences in relation to family values and practices. While
this observation is frequently referred to by various service providers, there is
little research on whether and why CALD community members are reluctant to
access, and encounter barriers in accessing, mainstream family dispute
resolution services.
The 2004 Urbis Keys Young ‘Review of the Family Relations Service Program’
found that service providers felt they lacked adequate resources to meet the
needs of CALD families and highlighted the need for improvement in that area.58
Sawrikar, Griffiths and Muir59 identify challenges faced by CALD youth from the
Horn of Africa trying to settle in Australia. These include negotiation of identity
Arai, T. (2006). „A Journey Toward Cultural Fluency‟ in LeBaron, M., and Pillay, V., (Eds.) Conflict Across
Cultures: A Unique Experience of Bridging Differences, (2006) Intercultural Press, pp. 58
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Practice. Conflict Resolution Quarterly, 20(3), Wiley Periodicals, Inc., pp. 362.
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Diverse Backgrounds‟ Australian Family Relation Clearinghouse, Briefing No 18, 2010.
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and ‘perceived or actual racism, discrimination and feelings of social isolation’.
These may lead to barriers in accessing services and opportunities.60 Determining
access and quality of access to family relationship services proves very difficult
due to non-availability of relevant data from service providers.61 Referring to
literature from the UK, Sawrikar and Katz assert:
As CALD groups worldwide tend to experience similar issu es and concerns
that relate to dislocation, cultural identity and sense of belonging,
acculturation and racism and discrimination …the trend for CALD families
in Australia will be similar to that in the UK; they will be less likely to use
family and relationship services compared to mainstream families. .62

Other factors influencing lower access by CALD groups have also been identified.
These include lack of awareness and understanding of process, differences in
values and norms (as discussed above), distrust, perception of inappropriateness
of service based on differences in values and norms.63 Barriers to accessing
services generally have been categorised into three broad areas: cultural,
structural, and service related. Cultural barriers include language difficulties,
differences in cultural norms relating to families, traditional gender roles, and
fear of authorities. Structural barriers include location of service, non-availability
of childcare services at centres, and lack of awareness of the service. Service
related barriers include cultural inappropriateness and lack of cultural diversity
in the workforce, leading to a perception that the service is not relevant to the
needs of CALD groups.64
On the other hand, service providers also encounter barriers in providing
culturally appropriate services to CALD community members, including lack of
confidence in addressing cultural issues, lack of awareness of cultural norms and
issues; inadequate resources, institutional racism, and lack of awareness of CALD
community organisations that may be able to partner with service providers in
providing culturally appropriate services.65

60

Sawrikar, P., Griffiths, M., & Muir, K., (2008). Mentoring Culturally and linguistically Diverse (CALD) Young
People: The Case of Horn of Africa Young People in Australia Report. National Youth Affairs Research Scheme,
Canberra 2008, pp. 32.
61
Sawrikar, P., & Katz, I. (2008). Enhancing Family and Relationship Service Accessibility and delivery to
Culturally and linguistically Diverse (CALD) Families in Australia. Australian Family Relationships
clearinghouse, 3.
62
Sawrikar, P., & Katz, I. Enhancing Family and Relationship Service Accessibility and delivery to Culturally and
linguistically Diverse (CALD) Families in Australia. Australian Family Relationships clearinghouse, 3, pp. 3
63
Armstrong, S. (2010). Enhancing Access to Family Dispute Resolution for Families from Culturally and
Linguistically Diverse Backgrounds. Australian Family Relation Clearinghouse, Briefing No 18.
64
Sawrikar, P., & Katz, I. (2008). Enhancing Family and Relationship Service Accessibility and delivery to
Culturally and linguistically Diverse (CALD) Families in Australia. Australian Family Relationships
clearinghouse, 3.
65
Sawrikar, P., & Katz, I. (2008). Enhancing Family and Relationship Service Accessibility and delivery to
Culturally and linguistically Diverse (CALD) Families in Australia. Australian Family Relationships
clearinghouse, 3.

23

2.3. Working with family violence
Family violence is a prevalent and serious public health issue.66 It is experienced,
at some point during one’s lifetime, by more than one-fifth of the adult female
population,67 and it exists at even higher levels among separating and divorcing
couples.68 Family violence has far-reaching and long-term effects on the
emotional, psychological and physical health status of abused women69 and
during the separation phase in abusive relationships, where women are at
greatest risk of partner violence and homicide.70 The adverse effects spread
further; children who witness family violence experience significant long-term
negative consequences including emotional and behavioural problems such as
aggressive and antisocial behaviour, as well as fearful and inhibited behaviour.71
Categories of family violence
Although the FLA contains a succinct definition of family violence72 some
researchers have found it helpful to distinguish among different forms of family
violence, pointing out some common features and patterns. Former Family Court
Justice Chisholm points out that typologies have potential benefits, such as
understanding the context in which family violence exists, but also have the
potential risk of oversimplifying complex family situations by assigning them to
one category or another, rather than responding to each situation as unique.73
The typology offered at the Wingspread Conference outlined a useful way to
understand the various forms. They include:
 Violence used by a perpetrator in the exercise of coercive control over the
victim. Sometimes referred to as ‘classic battering,’ this type of violence
occurs when an abuser (usually male) uses force as one tactic in a larger
escalating pattern aimed at intimidating and controlling the victim.
 Violent resistance or self-defence. This type of violence occurs when a
victim (typically female) uses violence to protect herself against a
perpetrator who is using force as a part of a larger pattern of coercive
control.
 Violence driven by conflict. This type of violence takes place when an
unresolved disagreement spirals into a violent incident, but the violence
is not part of a larger pattern of coercive control.
66
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Separation-instigated violence. With this type of violence, the first violent
incident occurs at the time of separation as a response to the trauma of
separation on the part of an individual with no history of coercive
controlling behaviour.
Violence stemming from severe mental illness. 74

Family strengths and protective factors should also be taken into account and
supported.75 A related point is the importance of considering the emotional
meaning of what has happened for the victim, such as how an abusive incident is
perceived in terms of the family and cultural context in which it is made.76
Incidence
The first large -scale survey of family violence in 199677 reported: 23 per cent of
women experienced violence by their partner; this violence was not confined to
any socioeconomic group or educational group; and these incidents accounted
for 30 per cent of police work.
A more recent indicator is the 2005 Australian Bureau of Statistics (ABS) study, 78
the Personal Safety Survey, which found that an estimated 35 per cent
(5,275,400) of men and women had experienced physical assault since the age of
15. In the 12 months prior to the survey, an estimated 443,800 (5.8 per cent)
women experienced an incident of violence compared to 808,300 (11 per cent)
men. People were three times more likely to experience violence perpetrated by
a man than by a woman. The survey also gives some insight into the amount and
characteristics of family violence for separating partners. 10 per cent (16,100) of
women who had experienced violence by their current partner had a violence
order issued against their current partner as a result of the violence. Of those
women who had violence orders issued, 20 per cent (3,200) reported that
violence still occurred.
Violence, parenting and children
Many of the parenting cases coming to the family courts raise the issue that
children are often exposed to family violence. In 2003, a study by AIFS of 300
cases found that more than half the cases coming before the family courts were
found to involve issues of violence.79 The ABS Personal Safety Survey reports that
49 per cent (111,700) of men and women who experienced violence by a current
74
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partner reported they had children in their care at some time during the
relationship. An estimated 27 per cent (60,700) said these children had
witnessed the violence.80
Culture and family violence
The literature shows that women and children in some communities can face
problems that exacerbate or enable violence.81 This is particularly so for some
immigrant and refugee women. Factors that contribute to the vulnerability of
these women include cultural or religious practices that subordinate women and
cultural expectations that loyalty to family and community take precedence over
personal safety.
The consultations undertaken in the preparation of the ‘Time for Action’ report
by Rees and Pease highlighted barriers for immigrant and refugee women and
children who experienced violence.82 As well as cultural and religious practices
and expectations, there were practical impediments including lack of knowledge
of the legal system, limited translated information about legal rights, and fear of
interaction with the legal system based on pre-migration experiences.
There are certain groups of women who experience higher rates of violence.
These include Indigenous women, women with disabilities, women from
culturally and linguistically diverse backgrounds, younger women and older
women.83
Theories
The most prevalent theory for violence is that a male tends to manifest their
male power and supremacy in order to maintain a hierarchical structure and an
imbalance of power in a relationship. However, this theory inadequately explains
why some men are violent whilst others are not. An answer seems to lie in a
combination of male patriarchy and/or environmental factors, including
attitudes to women, moulded by childhood experiences. Alcohol use is often used
as an externalizing of responsibility for violence.
In 2007, AIFS was commissioned to examine allegations of family violence and
child abuse in proceedings under the FLA – in particular the prevalence and
nature of violence. A review of 300 files showed nearly 79 per cent raised family
violence concerns, mainly partner violence rather than child abuse; physical
violence (30 per cent), threats (19 per cent), emotional, verbal abuse (25 per
cent). The study attempted to categorize the severity of violence: from most
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serious (actual use or threatened use of a weapon; 48 per cent of cases) to a
category where no injuries were noted and outcomes not specified.84
Conclusions of the AIFS study found: violence is a prominent issue for the
courts; the courts have insufficient information and/or evidence; and decisions
fail to differentiate between cases that allege and those that don’t.85 The report
also suggests that the courts should differentiate between different types of
intimate partner violence. However, Wangmann86 criticises the research and
states it is important to look at a whole range of controlling and coercive
behaviour, rather than to simply count acts of violence. She cites research by
Johnson (1995),87 who argues that large scale population surveys are more likely
to uncover minor, one-off behaviours that tend to be less serious and are not a
pattern of violent behaviour (‘situational couple violence’). In contrast, feminist
researchers often rely on small targeting samples from refuges, for example, that
study intimate ‘terrorism’, characterized by control. The AIFS study used
documents that were filtered and translated by lawyers and counting that fails to
capture how violent acts operate.
Further, while there are significant methodological challenges in doing work
about the validity of allegations, it is now clear that false and exaggerated
allegations of domestic violence are a serious issue that must always be
considered by those in the justice system.88
Kaye, Stubbs and Tolmie examined the experiences of 40 women who had to
negotiate contact arrangements with an ex-partner who had abused them. These
authors found that most women reported that the end of the relationship did not
mean an end to violence towards them and often linked it to the negotiation
about or exercise of child contact.89
Family violence and best practice
Allegations of family violence are often difficult to deal with. Practitioners are
not charged with the task of finding, on the evidence, whether the claims are
factual or not or assessing what makes one parent more credible than the other.
Yet, ultimately, the practitioner is required to make an assessment which is,
arguably, difficult to make based on what is seen and heard and often involves a
84
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level of subjectivity. As stated above, family violence takes many forms and that
understanding and responding to it requires attention to what is involved in
each case. Each individual’s experience of violence, and its meaning and
consequences is necessarily unique.90 Bagshaw and Brown’s study of separated
couples shows that the majority of both males and females are frightened of their
partner before, during and after separation. There was a distinct difference in
the reasons why males and females said they were afraid of their partners’
behaviour. Females predominantly spoke about being afraid because they
experienced physical/sexual violence, emotional/psychological abuse, and
approximately half of the women spoke about being afraid because their
partners would threaten their life, threaten them with and/or use weapons,
and/or threatened they would commit suicide if she left.91
The Wingspread Conference agreed that there should be a multi-method, multiinformant approach to family assessment featuring increasingly intense inquiry
as higher levels of conflict and abuse are uncovered.92 Indeed, effective screening
may ultimately require the use of a variety of screening tools, each developed for
a specific purpose and for potential use at different stages of the proceeding. For
example, while the initial focus of screening might concern lethality and safety,
that initial inquiry might trigger a mental health or substance abuse assessment
or a further screening to assess the appropriateness of participation in dispute
resolution processes such as mediation.
There is now some evidence to consider a variety of approaches more
compelling than a one size fits all. It is not exclusively about culture, race and
ethnicity but also about socioeconomic status, gender, level of education and
religious orientation.93 The key aspect of culturally appropriate FDR is
collaboration with local partners and co-delivery of training in a mutually
respectful way.
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2.4. Evaluating mediation
The main objective of the present research is to evaluate the efficiency of the
FRCB dispute resolution model and service provided, particularly in relation to
clients from CALD backgrounds and in cases of family violence. But how does
one measure and determine whether a mediation process is beneficial and more
appropriate than its alternatives? This question remains at the forefront of many
mediation research studies and over time has led scholars and practitioners to
pay close attention to developing criteria for determining the effectiveness of
any Alternative Dispute Resolution (ADR) process.
Evaluation studies of Alternative Dispute Resolution (ADR) processes in
Australia have tended to focus on specific industries, programs or pilots, cultural
groups, and demographic areas. Examples include evaluations of ADR in the
financial industry,94 for credit consumers,95 in court-connected settings,96
government programs,97 and in small business.98 Family dispute resolution has
also received substantial attention in recent years,99 particularly since the 2006
changes100 to the Family Law Act 1975 and the establishment of the 65 Family
Relationship Centres , the Family Relationship Advice Line (FRAL) and Family
Relationships Online (FRO), funding for new relationship services, and additional
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funding for existing relationship services by the Federal Attorney-General’s
Department.
A common approach to evaluating mediation is to compare its associated costs
and benefits with those of traditional litigation.101 Its purported benefits include
a decrease in adversarial behaviour,102 improved relationships between
disputing parties, greater decision-making control and compliance with
outcomes,103 lower costs in legal fees, disbursements (e.g. court filing fees, expert
reports) and attendance at work (i.e. less work absenteeism). Other advantages
that mediation is generally considered to have over litigation are speed,
convenience, informality, greater control of the process and confidentiality.
However, many of these factors are difficult to define and measure and often
depend on individuals’ perceptions of what constitutes a ‘lasting’ outcome or a
‘better’ relationship. Compliance with outcomes is particularly difficult to
measure and requires tracking over time to increase understanding of how the
decisions and agreements made at mediation play out in daily life. Few
mediation studies adopt a longitudinal approach, and those that do are limited
by parties’ availability and continued willingness to participate.
The need for ongoing, high-quality, empirical evaluation of ADR is paramount to
ensuring its appropriate usage and sensitivity to the needs of different clients.
The 2000 ALRC report, Managing Justice – A Review of the Federal Civil Justice
System,104 acknowledged the importance of ADR, but also cautioned against its
‘uncritical acceptance’ as a ‘panacea for all ills of litigation’. Thus the ongoing
development of standards by which to benchmark ADR processes and continued
monitoring of their attainment is imperative to ensuring the development of best
practice.
Evaluation criteria
The common core objectives for ADR developed by the National Alternative
Dispute Resolution Advisory Council (NADRAC) are often used as the criteria for
evaluating mediation effectiveness.105 NADRAC specifies that an effective ADR
process:
 ‘Resolves disputes;
 ‘Uses the process which is considered by the parties to be fair;
 ‘Achieves acceptable outcomes;
 ‘Achieves outcomes that are lasting; and
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Sourdin, T. (2008) Mediation in the Supreme and County Courts of Victoria. Department of Justice, Victoria, p.
26.
102
Wanger, P. (1994). „The Political and Economic Roots of the „Adversary System‟ of Justice and „Alternative
Dispute Resolution‟. The Ohio State Journal on Dispute Resolution, 9(2), p. 203.
103
Sourdin, T. (2008). Mediation in the Supreme and County Courts of Victoria. Department of Justice, Victoria, p
26.
104
Australian Law Reform Commission, (2000). Managing Justice – A Review of the Federal Civil Justice
System. Australian Law Reform Commission, p. 14.
105
For example: Sourdin, T. (2008). Mediation in the Supreme and County Courts of Victoria. Department of
Justice, Victoria; Sourdin, T. (2007). Dispute Resolution Processes for Credit Consumers, La Trobe University,
Melbourne; Sourdin, T. & Matruglio, T. (2004). Evaluating Mediation – The NSW Settlement Scheme, La Trobe
University and the Law Society of New South Wales.
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‘Use resources effectively.’106

NADRAC considered that these objectives were relevant for most disputants,
practitioners, service providers, government and other communities connected
to ADR. These objectives are also relevant to the FDR processes and services
provided at the FRCB.
In addition, the 2009 evaluation of FDR services completed by the Australian
Institute of Family Studies107 identified that for a considerable proportion of
separated parents issues of safety, family violence, mental health, alcohol and
drug misuse were also relevant and that the family law system needed to
improve in meeting the needs of clients in these areas. The study also found that
the encouragement to use non-legal solutions meant that FDR was occurring in
cases ‘where there are very significant concerns about violence and safety’.108
The ability to identify and respond to concerns of safety, family violence, mental
health, and alcohol and drug misuse therefore form additional criteria of
effectiveness for ADR providers in the family area and are of relevance to the
present evaluation. A further level of complexity is added by the requirement of
the FRCB to provide a service that, along with meeting these safety concerns and
NADRAC’s core standards, also handles such objectives in a way that is culturally
appropriate for its large proportion of CALD clients.
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National Alternative Dispute Resolution Council (NADRAC), (2000). The Development of Standards for ADR,
Discussion Paper. Attorney-General‟s Department, Canberra, p. 22.
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Kaspiew, R., Gray, M., Weston, R., Weston, L., Moloney, L., Hand, K., Qu, L., & the Family Law Evaluation
Team. (2009). Evaluation of the 2006 Family Law Reforms. Australian Institute of Family Studies, p. 364.
108
Kaspiew, R., Gray, M., Weston, R., Weston, L., Moloney, L., Hand, K., Qu, L., & the Family Law Evaluation
Team. (2009). Evaluation of the 2006 Family Law Reforms. Australian Institute of Family Studies, p. 364.
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Chapter 3
Background to the Family Relationship Centre
Broadmeadows and the Project Methodology
This chapter first outlines the mission and the service and practice models of the
Family Relationship Centre Broadmeadows (FRCB) and then describes the
methodology adopted in this study to evaluate their effectiveness.
3.1

Background and mission of the FRCB

The FRCB is a registered family dispute resolution provider and one of 65 Family
Relationship Centres (FRCs) funded across the country by the Federal AttorneyGeneral’s Department. It is unique in that it is part of a consortium which
consists of MacKillop Family Services (MFS), Relationships Australia (Vic) and
the Spectrum Migrant Resource Centre. It specialises in providing information
and referrals for families at any stage of their relationship, as well as advice and
Family Dispute Resolution (FDR) services (such as mediation and conciliation)
for separating and separated families. Its FDR service aims to assist parents with
resolving disputes and developing workable arrangements, including parenting
plans. Where required, its FDR practitioners can provide certificates to disputing
parents to confirm to a court that an attempt at family dispute resolution was
made.109
The 2006 changes to the Family Law Act saw a shift from adversarial dispute
resolution to a child-oriented and parent-friendly process. FRCs were
established to support parents with resources, skills and opportunities to help
them reach agreements that focus on the children’s best interests. The FRCB has
approached this challenge by taking a community development approach to
serving its clients and has identified as its specific mission to practice in a way
that is culturally appropriate and meets the needs of families from diverse
cultural, religious and ethnic backgrounds. Importantly, it is the only FRC in
Australia that has a migrant resource centre as a partner agency in its
consortium. Providing a culturally appropriate service to members of Culturally
and Linguistically Diverse (CALD) communities and a service that responds
effectively to family violence is essential not only to the success of the FRCB, but
also to that of other centres, which will be able to benefit from its experience.

109

Family Relationships Online, Family Relationship Centre Broadmeadows. Available on the internet at:
http://www.ag.gov.au/www/agd/familyrelonline.nsf/Page/RWP9CCED11ED6A9E3DCCA2574720024C6AE for
details. (Accessed on 10 December, 2010)
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3.2

Organisation and personnel

The FRCB is managed by MFS, which is ‘one of the largest providers of specialist
support services to vulnerable and disadvantaged children, young people and
their families in South-Eastern Australia’.110
In October 2010, the FRCB had six full-time and four part-time staff. Two staff
members are employed through the Spectrum Migrant Resource Centre but are
part of the FRCB team, which operates as a single unit. On average per month,
FRCB staff members assist 52 new clients: eight of these are ‘walk-ins’ and 44
contact the centre by phone.111 Table 3.1 outlines the roles, employment status
and employer of FRCB staff, and Figure 3.1 portrays the structure of the
organisation.112
Table 3.1: Roles, employment status and employer of FRCB staff (October 2010).
Position
Employment
Employer
status
1
Centre Manager
Full time
MacKillop Family Services
2
Leader, FDR
Full time
MacKillop Family Services
3
Client Services Administrator Full time
MacKillop Family Services
4
Senior Cultural Advisor
Full time
Spectrum Migrant Resource
Centre
5
Family DRP
Full time
Spectrum Migrant Resource
Centre
6
Family DRP (vacant)
0.8EFT
MacKillop Family Services
7
Team leader (Intake and
Full time
MacKillop Family Services
Assessment)
8
Client Services Officer
1.6EFT
MacKillop Family Services
9
Family Relationship Advisor
0.6EFT
MacKillop Family Services
10
Intake worker
1.4EFT
MacKillop Family Services

In December 2008, the FRCB established the Cultural Consultative Group to
advise the Centre on cultural issues and ensure that its policies and practices are
inviting and culturally appropriate.113 The group comprises key stakeholders
from CALD communities and assists the FRCB to develop connections and
collaborative partnerships with key stakeholders. Its members include
community workers and managers with a direct link to Islamic, Turkish,
Chaldean/Assyrian, Arabic, Greek and other communities in the City of Hume
and its surroundings, as well as project workers, the Chair and Coordinator.

110

MacKillop Family Services. Available on the internet at: www.mackillop.org.au (Accessed on 10 December,
2010)
111
This calculation is based on the monthly statistics collected and provided to the researchers by the FRCB from
March 2009 – February 2010. The exact average numbers are as follows: walk-ins M=7.83; Phone-ins M=43.83;
Total M=51.67.
112
Chart and Table derived from a Family Relationship Centre Broadmeadows internal document, updated
October 2010
113
MacKillop Family Services. Family Relationship Centre Broadmeadows Cultural Consultative Group. Internal
document, updated January 2010.
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Figure 3.1: FRCB Organisational Chart

3.3

FRCB service and practice models

The FRCB Service Model and Practice Model are outlined in the flowcharts in
Figure 3.2 and Figure 3.3 respectively.114 As outlined in Figure 3.2, FRCB’s clients
are referred to the Centre through various sources, including the Family
Relationship Advice Line, the Child Support Agency, Centrelink, or through other
organisations. Some clients learn about the FRCB via other means, and their first
contact with the Centre is to ‘walk in’. After conducting an initial client service
assessment, the FRCB can offer three types of service:
1. It can provide information – this can be done in a session, a seminar, or
via brochures and other resources;
2. it can refer clients to another agency; or
3. it can screen clients for dispute resolution.
If the third type of service is deemed appropriate, the FRCB can provide face-toface Family Dispute Resolution (FDR), same-day shuttle dispute resolution
(where the parties are in different rooms and communicate through a Family
Dispute Resolution Practitioner (FDRP)), or telephone dispute resolution. The
two latter options are predominantly used in instances where safety is an issue,
and the telephone option is also often used when geographical distance or client
mobility is an issue. FDR uses the techniques and framework of facilitative
mediation. However, it differs from mediation in that normally mediators can
provide information but not advice, whereas FDRPs, are referred to in the Family
Law Act 1975 (Cth) as ‘advisers’, at least with respect to ‘parental responsibility
114

Figures derived from a Family Relationship Centre Broadmeadows internal document.
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for a child following the breakdown of the relationship’ between their parents.115
Nevertheless, for simplicity’s sake, this report will generally refer to FRD and
FDRPs as ‘mediation’ and ‘mediators’ respectively.
Family
Relationship
Advice Line

Child Support
Agency Line

Centrelink
Line

Walk-ins

Referral

Family Relationship Centre

Client Services
Assessment

Information

Info Session,
Seminar etc.

Referrals

Brochures,
Resources
etc.

Screens for Dispute Resolution

DR
inappropriate:
Refer Elsewhere
FRC Referral
database

Resolution
face to face

DR appropriate:
Model of DR

Telephone

Shuttle

Figure 3.2: Family Relationship Centre Broadmeadows Service Model

Figure 3.3 outlines the steps and stages of the FRCB Practice Model. Regardless
of the avenue that brings a client to the Centre, they are initially assisted by a
Client Services Officer (CSO), who records their details and arranges for Intake
(‘duty call’). The Intake Worker determines whether the FRCB can appropriately
assist the client or whether another agency or service may be better placed to do
this. The latter option results in a referral while the first leads to arranging
attendance of a ‘Child in Focus’ Information Session, where the best interests of a
child and the process of FDR are discussed. Clients who complete the
115

A commonly accepted definition of mediation used in Australia is the one formulated by NADRAC (emphasis
added): „Mediation is usually considered to be a process in which the participants, with the assistance of the
dispute resolution practitioner (the mediator), identify the disputed issues, develop options, consider alternatives
and endeavour to reach an agreement. The mediator is usually regarded as having a facilitative role and will
not provide advice on the matters in dispute.’
(http://www.nadrac.gov.au/www/nadrac/nadrac.nsf/Page/What_is_ADRMediation. (Accessed 12 November
2010)). For FDRPs as advisers, see the Family Law Act 1975 (Cth) s 64DA. For an earlier, more theoretical
discussion of the blurred boundaries between ‟information‟ and „advice‟, see T. Fisher, „Advice by Any Other
Name …‟, 2001 (19:2) Conflict Resolution Quarterly, pp 197-214.
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Information Session are eligible for a Family Relationship Assessment (FRA)
with a qualified FDRP, and following this assessment they are either referred to
another service or invited to attend a FDR session. Where a FDR session does not
result in an agreement (e.g. a Parenting Plan), clients are referred to another
service.
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Figure 3.3: The Family Relationship Centre Broadmeadows Practice Model

3.4

The Attorney General’s model

As outlined in the literature review in Chapter 2, significant changes made to the
Family Law Act 1975 (Cth) through the Family Law Amendment (Shared Parental
Responsibility) Act 2006 led to the establishment of FRCs and specific
36

accreditation standards for FDRPs overseen by the Australian Government
Attorney-General’s Department.116 The key Commonwealth legislation that
governs the conduct of FRCs and FDRPs includes:
 Family Law Act 1975117
 Family Law Amendment (Shared Parental Responsibility) Act 2006118 and
 Family Law (Family Dispute Resolution Practitioners) Regulations 2008119
In addition, the obligations of FDR practitioners are also summarised in
Frequently Asked Questions: Family Dispute Resolution Practitioner Obligations.120
Although the work of FRCs and FDRPs is heavily governed by law and ethics, the
FRCB was not provided with a compulsory service model by the AttorneyGeneral’s Department. The model used at the FRCB was shaped according to the
experience and expertise of staff, ideas shared by other services and the
particular requirements of their Government Tender.
3.5

Reporting requirements

The Frequently Asked Questions: Family Dispute Resolution Practitioner
Obligations121 outlines the reporting obligations of FDRPs in relation to suspected
child abuse and other child protection issues (see Table 3.2 for details).
A FDRP must report communication made in FDR if he or she reasonably
suspects child abuse.
Other reporting requirements relevant to the FRCB relate to data collection by
the Department of Families, Housing, Community Services and Indigenous
Affairs (FaHCSIA). Client data must be regularly entered into the online portal of
the Family Relationship Services Program (FRSP) – this is the case for all FRCs.

116

See Section 3.6 on Training of Staff
Family Law Act 1975. Available on the internet at:
http://www.comlaw.gov.au/ComLaw/Management.nsf/current/bytitle/64A1347D55B48B3DCA256F710006F1F0?
OpenDocument&VIEW=compilations%20 (Last visited on 9 November 2010)
118
Family Law Amendment (Shared Parental Responsibility) Act 2006. Available on the internet at:
http://www.comlaw.gov.au/comlaw/management.nsf/lookupindexpagesbyid/IP200614941?OpenDocument (Last
visited 9 November 2010)
119
Family Law (Family Dispute Resolution Practitioners) Regulations 2008. Available on the internet at:
http://www.comlaw.gov.au/comlaw/Legislation/LegislativeInstrument1.nsf/0/2858364B89C2DC0BCA2574C500
7F9969 (last visited on 9 November 2010)
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Frequently Asked Questions: Family Dispute Resolution Practitioner Obligations. Available on the internet at:
http://www.ag.gov.au/www/agd/rwpattach.nsf/VAP/(C7C220BBE2D77410637AB17935C2BD2E)~FAQFDRPractitionerObligationsNov09.pdf/$file/FAQ-FDRPractitionerObligationsNov09.pdf (Last visited on 9
November 2010)
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Frequently Asked Questions: Family Dispute Resolution Practitioner Obligations. Available on the internet at:
http://www.ag.gov.au/www/agd/rwpattach.nsf/VAP/(C7C220BBE2D77410637AB17935C2BD2E)~FAQFDRPractitionerObligationsNov09.pdf/$file/FAQ-FDRPractitionerObligationsNov09.pdf (Last visited on 9
November 2010)
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Table 3.2: Confidentiality and Admissibility obligations of FDRPs. Extract from the Frequently
Asked Questions: Family Dispute Resolution Practitioner Obligations122
Confidentiality and Admissibility
What confidentiality obligations are imposed on practitioners under the
Family Law Act 1975? (Family Law Act – Section 10H)
Family dispute resolution practitioners must not disclose a communication made
in family dispute resolution unless the disclosure is required or authorised under
the Act.
A family dispute resolution practitioner must disclose a communication made in
family dispute resolution if he or she reasonably believes that the disclosure is
necessary for the purpose of complying with a law of the Commonwealth, a State
or a Territory (eg to comply with legislation requiring mandatory disclosure of
suspected child abuse).
A family dispute resolution practitioner may disclose a communication made in
family dispute resolution if he or she reasonably believes that the disclosure is
necessary for the purpose of:
a) protecting a child from the risk of physical or psychological harm
b) preventing or lessening a serious and imminent threat to the life or health of a
person
c) reporting the commission, or preventing the likely commission, of an offence
involving violence or a threat of violence to a person
d) preventing or lessening a serious and imminent threat to the property of a
person
e) reporting the commission, or preventing the likely commission, of an offence
involving intentional damage to the property of a person or a threat of damage to
property
f) assisting an independent children’s lawyer to properly represent a child’s
interests.
In addition, a family dispute resolution practitioner may disclose a
communication, with the consent of the person who made the disclosure where
that person is an adult, or, where the disclosure was made by a child who is
under 18, if parents consent to the disclosure. If agreement cannot be reached,
the matter may be referred to the court for decision.
A family dispute resolution practitioner may also make disclosures in order to
provide information for research relevant to families, as long as the information
provided does not constitute ‘personal information’ as defined in section 6 of the
Privacy Act 1988. ‘Personal information’ is information, or an opinion, from which
an individual’s identity is apparent, or can reasonably be ascertained.
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Frequently Asked Questions: Family Dispute Resolution Practitioner Obligations. Pp. 2. Available on the
internet at:
http://www.ag.gov.au/www/agd/rwpattach.nsf/VAP/(C7C220BBE2D77410637AB17935C2BD2E)~FAQFDRPractitionerObligationsNov09.pdf/$file/FAQ-FDRPractitionerObligationsNov09.pdf (Last visited on 9
November 2010)
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3.6

Training of staff

FDRP Accreditation
FDR practitioners (AKA: mediators) at the FRCB must meet the accreditation
standards set out in the Family Law (Family Dispute Resolution Practitioners)
Regulations 2008 and apply for accreditation to the Australian Government
Attorney-General’s Department. The Accreditation Standards outline three
pathways to accreditation as a FDRP:





„Completion of the full Vocational Graduate Diploma of Family Dispute
Resolution (or the higher education provider equivalent); or
„an appropriate qualification or accreditation under the National Mediation
Accreditation Scheme and competency in the six compulsory units from the
Vocational Graduate Diploma of Family Dispute Resolution (or the higher
education provider equivalent); or
„included in the Family Dispute Resolution Register before 1 July 2009 and
competency in the three specified units (or higher education provider
equivalent).‟123

The three specified units in which competency must be demonstrated are:
 Responding to family and domestic violence in family work;
 Creating a supportive environment for the safety of vulnerable parties in
dispute resolution; and
 Operating in a family law environment.
Vocational Graduate Diploma of Family Dispute Resolution
The Vocational Graduate Diploma of Family Dispute Resolution was developed
for practitioners who independently or as part of an organisation ‘provide
dispute resolution services and interventions for families experiencing high
levels of relationship conflict and/or where the clients may be involved in the
Family Law system’.124
To gain entry into the Diploma, applicants must have either an undergraduate
degree in a relevant discipline, or an accredited qualification in conflict
management or dispute resolution, or significant vocational practice and
experience in a relevant area.
The Diploma consists of six compulsory units, four electives and a workplace
application. The compulsory units cover topics of family violence (e.g. Respond to
family domestic violence in family work), safety (e.g. Create a supportive
environment for safety of vulnerable parties in dispute resolution), family law (e.g.
Operate in a family law environment), and dispute resolution practice (e.g.
Australian Government, Attorney General‟s Department. Family Dispute Resolution Practitioner Accreditation.
Available on the internet at:
http://www.ag.gov.au/www/agd/agd.nsf/Page/Families_FamilyRelationshipServicesOverviewofPrograms_Researc
handEvaluation_ForPotentialFamilyDisputeResolutionPractitioners ( Accessed on 10 December 2010).
124
Community Services and Health Industry Skills Council. Family Relationship Qualification Framework.
Available on the internet at:
http://www.cshisc.com.au/docs/upload/FR%20Qualification%20Framework%202007.pdf (Accessed on 10
December 2010 ).
123
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Implement dispute resolution strategies). The elective units fall into the following
clusters:
 Family relationship;
 Domestic and family violence;
 Leadership practitioner;
 Diversity and cultural context (Some of these are directly related to
working with Aboriginal and Torres Strait Islander people, while others
focus more broadly on working with non-English speaking background
communities and culturally diverse clients.).
Finally, as part of the workplace application, candidates must complete a
supervised placement and provide evidence of their skills and ability in five of
the six compulsory units.
Additional training for FRCB staff
Training in how to mediate with clients from diverse cultural and linguistic
backgrounds is not a compulsory component of the Vocational Graduate Diploma
of Family Dispute Resolution, and it is possible that some accredited FDRPs have
no formal training in this area. However, this area is of particular importance to
the FRCB, and its staff members receive ongoing training under the guidance of
the Senior Cultural Advisor. Training sessions are designed to meet the specific
needs identified by staff in their work with CALD clients. Examples of cultural
competency training undertaken by FRCB staff in 2010 include sessions on:
 Working with clients from Muslim backgrounds
 Understand your clients: People of Hume (Hume community profile)
 Understand your clients: People from Iraq
 People from Sudan: A community profile
 Understanding Turkish culture
 Understanding the Indian culture
 Marriage, divorce and child custody in Islam
 Working with interpreters effectively.
The FRCB has strong connections to community leaders, cultural groups in the
region and cultural and settlement networks through the Senior Cultural Advisor
and the Cultural Consultative Group. These connections provide frequent
communication and updates on matters in local CALD communities, and the
Centre has also taken the lead in organising cultural competence workshops for
other FDR practitioners and professionals from the sector.
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3.7

Research methodology

The FRCB Service and Practice Models apply to many stakeholders and
encompass several stages. The research objectives outlined in Chapter 1 are
broad and required the input not only from FRCB clients but also from formal
and informal representatives of local CALD groups and organisations working in
related areas, such as family violence and family law. As a result, a
multidisciplinary approach to evaluating the FRCB was employed. Data was
collected from FRCB’s existing sources, and a number of qualitative and
quantitative methods were utilised to gain information from carefully identified
stakeholders. The interpretation of results drew on the expertise of researchers
and practitioners from various disciplinary backgrounds.
The methodology, including participants, materials and procedures employed in
this evaluation, is described next.
Ethics application
Prior to any data collection, the study received a full review from the La Trobe
University Human Research Ethics Committee and an expedited review from the
MacKillop Ethics Committee. The former granted its approval on 2 March 2010
and the latter on 20 March 2010.
All participants received a Participant Information Sheet and gave written or
verbal consent before participating in the evaluation. Strict recruitment
protocols were in place to safeguard participants’ privacy and counselling
through MacKillop Family Services was made available in case any participants
experienced distress as a result of the research. No participant requested a
counselling referral, but two survey participants asked for further contact with
the researchers.
Participants
The researchers surveyed and interviewed various representative groups to
obtain a diversity of opinions about the effectiveness of the FRCB service and
collect opportunities for improvement. Overall the study had 165 participants:
68 males and 97 females. 228 FRCB case files were also reviewed (456 clients).
FRCB records
228 hard-copy case files with the details of 456 FRCB clients125 (Party A’s and
Party B’s) who had their case opened and closed in the 12-month period
between 1 May 2009 and 30 April 2010 were reviewed.
The gender of those clients was as follows:
 Party A: 123 males, 95 females, three cases with two parties (male and
female), and in seven cases the gender was not recorded.
 Party B: 100 males, 120 females, one case with two parties (male and
female), and in seven cases the gender was not recorded.
125

Party A refers to the client who first contacted the Centre (including support people) and Party B to their partner
(including support people). In cases where Party A or Party B comprised of two people, the demographic details of
only the first applicant were recorded and utilised in analysis.
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The average age of all parties was 36.9 years.126 The cultural background of the
clients is outlined in Appendix G, their place of residence is in Appendix H and
socio-demographic details are reported in Chapter 4. During their contact with
the FRCB, the reviewed clients signed a MFS consent form, giving their
permission to be included in future research.
In-depth interviews
Eight employees (‘agency representatives’) from organisations delivering
services related to family disputes (e.g. Legal Aid, Anglicare Broadmeadows
Women’s Community House – see Appendix I for details) and ten representatives
from the Iraqi, Lebanese and Turkish communities (‘CALD community
representatives’; e.g. leaders of community organisations, prominent social
workers etc.) were interviewed. Three were male and fifteen were female, and
the median age category was 41-50 years. The demographic details of interview
participants are presented in Appendix J.
Focus groups
Seventy-one participants (26 males, 45 females) from Iraqi (Muslim and
Chaldean Catholic), Turkish and Lebanese communities (the largest CALD
communities in the City of Hume), who lived in the FRCB’s catchment area
participated in seven focus groups. The median age category of focus group
participants was 41-50 years. The demographic details of the focus group
participants are in Appendix K.
Telephone surveys
Seventy-six FRCB clients who accessed the service during the 12-month period
under investigation (1 May 2009 - 30 April 2010) (see Appendix L for participant
details) participated in the telephone surveys. Thirty-nine were male and 37
were female. The median age category of survey participants was 31-40 years .
Materials and procedure
Results presented in this report are based on original data collected by the
researchers for the purposes of this evaluation, as well as client records kept by
the FRCB. In summary, the reported information was gathered in the following
ways:
1. A review of 228 hard-copy case files opened and closed between 1 May
2009 and 30 April 2010;
2. Eight semi-structured, in-depth interviews (face-to-face or over the
telephone) with formal representatives from organisations delivering
services related to family disputes and accessed by potential FRCB clients
(approx. 40 mins; see Appendix I for the list of organisations interviewed
in this evaluation);
3. Ten semi-structured, in-depth interviews (face-to-face or telephone) with
representatives from the Iraqi, Lebanese and Turkish communities
(approx. 40 mins);

126

(M=36.86; SD=9.00; Median= 36.50; Minimum=19.00; Maximum=76.45)

42

4. Seven focus groups (with 4-20 participants each) facilitated by either a
researcher, a community representative or both (approx. 1.5 hours);
5. 76 FRCB client surveys (74 telephone interviews and two paper
questionnaires; telephone interviews were approx. 15-40 minutes,
depending on answers; the preferred option was a telephone interview,
but where participants requested a paper questionnaire, it was sent to
their preferred address).
The procedure for each phase is outlined next.
FRCB records review
The FRCB has in place an elaborate process for collecting data from its clients.
Initial demographic information is collected from all individuals who contact the
FRCB, and more data is collected at each phase of service. Appendix B outlines
the six forms or surveys that are completed by the FRCB and its clients during
different phases of the process. The researchers used some of the information
collected by the FRCB to gain an overall picture of who accesses the Centre.
In-depth interviews
The in-depth interviews were conducted face to face, usually in the interviewee’s
office, or over the telephone and followed a semi-structured script (see Appendix
C). ‘CALD community representatives’ from Iraqi, Lebanese and Turkish
backgrounds were asked about community approaches to family disputes, family
violence and opportunities for improving the FRCB service. Employees (‘agency
representatives’) from organisations delivering services related to family
disputes were asked about their service, the nature of their referrals to the FRCB
and for any feedback they have received about the FRCB from their clients (see
Appendix C for interview schedules).
The purpose of the in-depth interviews was to gain an initial understanding of
family dispute resolution in the FRCB catchment area, particularly in relation to
the main CALD groups and family violence. Interviewees were encouraged to
introduce new information and share their opinions about the methodology,
approach to participant recruitment and value of the evaluation. Their responses
shaped the recruitment approach, the questions asked in subsequent phases of
the evaluation, and also informed the interpretations of results and
recommendations.
Focus groups
The focus groups were conducted with the largest CALD groups living in the
Broadmeadows area, as identified by the Australian Bureau of Statistics: Iraqi,
Turkish and Lebanese communities.127 Participants were recruited by means of
established community groups, through CALD community representatives or via
emails to the Victorian Lebanese Community Council.

127

The 2006 Census indicated that 33.8 per cent of Broadmeadows population was from non-English speaking
backgrounds and 37.3 per cent were born overseas. The top three groups that were born overseas were: Iraqi (6 per
cent), Turkish (5.8 per cent) and Lebanese (4.1 per cent). See:
http://profile.id.com.au/Default.aspx?id=216&pg=103&gid=120&type=enum (Accessed on 10 December 2010)
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Similarly to the interviews, the focus groups followed a semi-structured script
(see Appendix D) and explored relevant information introduced by the
participants. The researchers consulted with CALD community representatives
to determine the most culturally appropriate and effective ways to recruit
participants and to conduct the sessions. Due to the sensitive nature of some of
the questions asked in the focus groups (e.g. about family relations, traditional
cultural dispute resolution mechanisms and family violence), men and women
attended separate sessions. Participants were given the option of attending oneon-one interviews with a researcher if they did not wish to attend a focus group
or if they wished to share additional information in private. Only one participant
exercised this option.
The questions focused on traditional approaches to family conflict, types of
family support services accessed by community members and opportunities for
making the FRCB more culturally appropriate. Two of the focus groups were
conducted in English, and all others were facilitated by a community
representative and conducted in Arabic and Turkish, with an interpreter in
attendance. Food and drink were served, and participants were reimbursed with
$20 for their time. Themes that emerged from the focus groups then shaped
some of the questions asked in the telephone surveys.
FRCB client surveys (telephone interviews and paper questionnaires)
The client surveys were conducted with individuals who had sought a service
from the FRCB from 1 May 2009 to 30 April 2010 and had their case closed in
this period. FRCB administrative staff assisted by contacting their former clients
and scheduling telephone interview times. The researchers then conducted the
surveys at the participants’ preferred time. Participants who did not wish to
participate in a telephone survey had the option of completing a paper
questionnaire. Telephone surveys were conducted one-to-one, except in cases
where the service of an interpreter was requested by a participant. Participants
received a $30 Coles-Myer voucher as a reimbursement for their time. The
breakdown of the type of participant groups targeted for the telephone surveys
is depicted in Appendix F,128 and the questionnaire is in Appendix E.
Interpreters
During the initial contact, participants were asked if they needed an interpreter
to assist with their participation in this study. All but one focus group had a
community facilitator and/or a trained Victorian Interpreting and Translating
Service (VITS) interpreter present. Three telephone interviews were conducted
with the assistance of a VITS interpreter, and one was conducted in Arabic by a
research assistant fluent in the language.

128

Unfortunately the target of 55 CALD survey participants could not be met due to difficulties experienced in
recruiting this group. See „Evaluation challenges and limitations‟ for details.
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Evaluation challenges and limitations
As is the case with other evaluations in this area,129 this study also faced many
challenges and is subject to several limitations. One of the key challenges is
determining the effect of FDR practices outside the walls where they take place.
For example, it is difficult to establish how much of the success (or lack of it) of
an agreement reached at mediation was due to the process itself or to some
other external factor.
Other limitations of this evaluation included the recruitment of a ‘representative’
sample of focus group participants. In the first phase of research, community
representatives advised that members of the targeted CALD groups were
unlikely to feel comfortable discussing family conflict issues with strangers and
that established groups with group leaders as facilitators needed to be
approached. This advice was followed for all but the Lebanese men’s focus group
because an established community group of this type was not found, and the
men were recruited through emails sent by the Victorian Lebanese Community
Council. As a result, focus group participants were not selected randomly and
represented only a small segment of the chosen CALD communities living in the
City of Hume. For example, the researchers spoke only to Lebanese people from
the Islamic faith, even though those of Christian faith also live in the FRCB
catchment area (though a majority of Lebanese people in Broadmeadows are
Muslim). On the surface participants in the group discussions seemed at ease,
but it is possible that the presence of the researchers and interpreters, along
with the knowledge that the results will be published, limited the disclosure of
personal opinions or experiences of family conflict and violence.
Difficulties were also experienced in reaching CALD participants for the final
stage of data collection (surveys of FRCB clients). The planned recruitment
strategy was to contact an equal number of CALD and non-CALD clients (as
identified on the Intake form), but in reality CALD clients were more difficult to
reach and less likely to accept an invitation to participate in the research. Thus,
there are some limitations as to how representative the CALD participants are of
the overall population of FRCB CALD clients. A major obstacle was that many of
the clients who were initially classified as ‘CALD’ (according to their cultural
background on the Intake form) felt that questions regarding the FRCB’s cultural
competence did not apply to them. For example, several participants from Italian
or Greek cultural backgrounds (initially classified as ‘CALD’) were born in
Australia and comfortable with mainstream services. They indicated that
questions examining whether the FRCB appropriately responded to their
cultural needs were not applicable.
Surveys conducted with the assistance of an interpreter were at times difficult,
as the researcher could not control the process and the participants (and
interpreters) did not always understand the nature of the questions (for
example, when participants provided examples and opinions for questions
requesting a numerical rating).
129

For example Kaspiew, R., Gray, M., Weston, R., Weston, L., Moloney, L., Hand, K., Qu, L., & the Family Law
Evaluation Team. (2009). Evaluation of the 2006 Family Law Reforms. Australian Institute of Family Studies, p.
15.
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The misunderstanding of rating scales was not isolated to participants with
English as a second language. Some participants preferred to answer with words
rather than numbers, and in some cases the numeric rating had to be probed by
the researcher. For face-saving reasons, due to the caveat on the Participant
Information Sheet or for some other reason, participants may have been
uncomfortable disclosing their experiences of family violence, and this also
needs to be kept in mind when interpreting the results.
Finally, the researchers had no control over the ‘FRCB data’ used as base
information in this evaluation. Although the same forms were completed for all
clients, the consistency of reporting by different staff members was not
controlled, and the researchers cannot guarantee their accuracy, though there is
no reason to question it.

46

Chapter 4
Accessibility to and Effectiveness of the Family
Relationship Centre Broadmeadows
As a first step in evaluating the family dispute resolution (FDR) practices
provided by the Family Relationship Centre Broadmeadows (FRCB), the
researchers examined the accessibility of services both in general and in
particular to members of local Culturally and Linguistically Diverse (CALD)
communities – with a specific focus on clients from Iraqi, Turkish and Lebanese
backgrounds. This chapter provides findings relevant to this question, with the
two following chapters focusing more specifically on issues of cultural
appropriateness and family violence.
4.1

Access

Who is currently accessing the FRCB?
FRCB records
To examine the socio-demographic details of the people accessing the FRCB, the
researchers reviewed the hard-copy files of all FRCB clients who had their cases
opened and closed in the 12-month period between 1 May 2009 and 30 April
2010. The total number of clients (Party A’s and Party B’s) in this sample was
456, and their demographic details are summarised in the tables below.
Clients in this section were categorised as either CALD or non-CALD, based on
two different criteria:
1) The self-identified cultural background by clients at Intake. Those who
identified their cultural background as Australian, British, New Zealand
and USA were classified as non-CALD, and all other clients were recorded
as CALD.
2) The country of birth identified by clients on the ‘FRSP online national data
collection’ questionnaire completed at FRA. Clients born in Australia, NZ,
the UK and the USA were classified as ‘Non-CALD’, and clients born in all
other countries were recorded as ‘CALD’.

Appendix G outlines the cultural backgrounds of the 456 FRCB clients, which
they self-identified at Intake. The majority identified themselves as having an
‘Australian’ cultural background (53.5 per cent), with the second biggest
category being ‘Italian’ (5.9 per cent) and the third ‘Greek and/or Cypriot’ (4.6
per cent). Table 4.1 outlines the clients’ cultural backgrounds according to world
region (except for Australia, which is recorded separately).
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Table 4.1: FRCB clients’ self-identified cultural background (not country of birth) at Intake by
world region130. (n=430)

Region
Australia
Southern and Eastern Europe
North Africa and the Middle East
North-West Europe
Oceania & Antarctica (ex. Aus)
The Americas
South-East Asia
Southern and Central Asia
Sub-Saharan Africa
Total

n

%
246
78
48
21
14
8
7
6
2
430

57.2
18.1
11.2
4.9
3.3
1.9
1.6
1.4
0.5
100

How does the CALD population accessing FRCB services compared to that of the
City of Hume in general?
FRCB records
The municipality most represented at the FRCB is that of the City of Hume.
According to the information outlined in Table 4.2, in the 12-month period
examined for this evaluation (1 May 2009 – 30 April 2010), FRCB’s clients
resided in 33 Victorian municipalities and 0.6 per cent (n=3) lived in NSW. The
highest proportion lived in the City of Hume (34.1 per cent), followed by the City
of Moreland (10.1 per cent), and the City of Whittlesea (8.8 per cent). The
municipality of 13.8 per cent of clients was not known (for a detailed review of
postcodes, see Appendix H).
Although the largest proportion of FRCB clients reside in the City of Hume, it is
important to keep in mind when reviewing the upcoming comparisons that they
also come from many other places. However, due to the relevance of the City of
Hume to the FRCB (e.g. location, high proportion of clients, networks), and also
the limitations of available statistics, the comparisons with data from the
Australian Bureau of Statistics mentioned below will focus on the City of Hume.

Clients‟ cultural background was classified into regions using the Australian Bureau of Statistics 1269.0 –
Standard Australian Classification of Countries (SACC), Second Edition. Available on the internet at
http://www.abs.gov.au/AUSSTATS/abs@.nsf/DetailsPage/1269.0Second%20Edition?OpenDocument (Last
accessed on 10 December, 2010)
130
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Table 4.2: Municipalities of FRCB clients who accessed the service 1 May 2009 – 30 April
2010 (n=456)

Municipality or State
City of Hume
City of Moreland
City of Whittlesea
Shire of Mitchell
City if Greater Bendigo and City of Greater
Shepparton
City of Darebin
Shire of Macedon Ranges
City of Moonee Valley
City of Brimbank
City of Wyndham
City of Maribyrnong
City of Hobsons Bay
City of Ballarat
City of Geelong
Shire of Melton
City of Melbourne
NSW
Shire of Central Goldfields
City of Banyule
Shire of Nillumbik
City of Monash
City of Yarra
City of Port Phillip
City of Latrobe
City of Manningham
City of Maroondah
Corangamite Shire
Shire of Yarra Ranges
Shire of Moorabool
Shire of Mount Alexander
Shire Murrindindi
Shire of Yarra Ranges
Shire of Mornington Peninsula
Total known municipalities
Unknown municipalities
Total

n

%
156
46
40
21

34.1
10.1
8.8
4.6

17

3.7

16
15
12
12
9
9
4
4
4
3
3
3
2
2
2
2
1
1
1
1
1
1
1
1
1
1
1
1
394
62
456

3.5
3.3
2.6
2.6
1.9
1.9
.9
.9
.9
.6
.6
.6
.4
.4
.4
.4
.2
.2
.2
.2
.2
.2
.2
.2
.2
.2
.2
.2
86.2
13.8
100

According to the Australian Bureau of Statistics, on 30 June 2006 the population
of the City of Hume was 154,351, and 31.4 per cent of its residents were born
overseas.131 The percentage of the overseas-born population in Broadmeadows
131

Hume City data was derived from the Australian Bureau of Statistics, Census 2006, National Regional Profile:
Hume City (Statistical Subdivision). Available on the internet at
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(41 per cent) was slightly higher than that of the City of Hume.132 The 2006
Census data (see Table 4.3 for details) show that the three most common
overseas birthplaces of Broadmeadows’ residents were Iraq, Turkey and
Lebanon. The three most common overseas birthplaces for all of the City of
Hume were somewhat similar: Turkey, Iraq and the United Kingdom. Lebanon
was ranked fifth after Italy.
Table 4.3 also outlines the percentage of FRCB clients who were born overseas
and compares them to the birthplaces of residents of the City of Hume and
Broadmeadows. The information on FRCB clients is based on the ‘Family
Relationship Services Program (FRSP) online national data collection’
questionnaire, which is completed by clients who reach the Family Relationship
Assessment (FRA) stage later in the process (this is the only document that
records country of birth). For this reason, ‘country of birth’ information was
available for only 217 clients (out of 456) and may not be a true reflection of who
accesses the FRCB at Intake.133 The Australian Bureau of Statistics provides
demographic information based only on country of birth (not self-identified
cultural background) and therefore only the reported comparisons below were
possible.
FRCB data is further subdivided into ‘all’ clients and ‘residents of the City of
Hume only’. The latter category is provided for a better matched comparison to
the residents of the City of Hume. 24.9 per cent of ‘all’ FRCB clients (for whom
this information was available) were born overseas. Out of the FRCB clients who
were residents of the City of Hume, 29.2 per cent were born overseas.

http://www.abs.gov.au/AUSSTATS/abs@nrp.nsf/Latestproducts/LGA23270Population/People120052009?opendocument&tabname=Summary&prodno=LGA23270&issue=2005-2009 (last accessed 10 December
2010)
132

Australian Bureau of Statistics. National Regional Profile: Hume (C) –Broadmeadows. Available on the internet at
http://www.abs.gov.au/AUSSTATS/abs@.nsf/Latestproducts/205353271Population/People120042008?opendocument&tabname=Summary&prodno=205353271&issue=2004-2008 (last accessed 16 October 2010)

Please note that the FRCB records each client‟s “cultural background” at Intake, but country of birth is only
collected using the “FRSP online national data collection” questionnaire, which is administered later in the
process.
133
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Table 4.3: The ten most common overseas birthplaces for Broadmeadows and City of Hume
residents in 2006 compared to 2009-2010 FRCB clients (all clients and City of Hume residents
only) at FRA (All clients: n=217; City of Hume residents only: n=89). Sources: FRSP online and
Australian Bureau of Statistics, Census of Population and Housing 2006.134

Country of Birth

Iraq
Turkey
Lebanon
United Kingdom
Vietnam
New Zealand
Italy
Philippines
Greece
India
Total Overseas
Born

All FRCB
Clients
n
7
6
6
6
2
3
1
3
2
2
54

%
3.2
2.8
2.8
2.8
0.9
1.4
0.5
1.4
0.9
0.9
24.9

FRCB clients
from Hume
City only
n
%
4
4.5
5
5.6
1
1.1
4
4.5
1
1.1
1
1.1
1
1.1
3
3.4
0
0
0
0
26
29.2

Broadmeadows
(ABS data)
n
580
560
399
172
160
151
139
135
91
79
3,635

%
6.0
5.8
4.1
1.8
1.6
1.5
1.4
1.4
0.9
0.8
41.0

Hume
City (ABS
data)
%
3.0
3.9
1.6
2.6
0.8
1.1
2.4
1.1
0.9
1.0
31.4

Figure 4.1 compares the country of birth of FRCB clients (at FRA) who lived in
the City of Hume to that of all residents of the City of Hume. There were no
differences in the proportions of people born in western countries (Australia,
New Zealand (NZ), the United Kingdom (UK) and the United States of America
(USA)) or those born in Iraq, Lebanon and Turkey. However, the proportion of
clients born in ‘all other countries’ was lower than the proportion of City of
Hume residents in this category. This difference approached statistical
significance135 and suggests that people born overseas (except those born in NZ,
UK, USA, Iraq, Lebanon and Turkey) may be less likely to access the FRCB than
other residents from the City of Hume.

134

Australian Bureau of Statistics. Census of Population and Housing, 2006. Available on the internet at
http://profile.id.com.au/Default.aspx?id=216&pg=103&gid=120&type=enum (last accessed 11 December, 2010).
135
[²(1, N=147871)=3.48, p=0.06]. This relationship was statistically significant (p=0.00) when all FRCB clients
(no only those from the City of Hume) were compared to all City of Hume residents (using ABS statistics for The
City of Hume).
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Comparison of BFRC clients and Hume City Residents: Focus on Iraq, Lebanon
and Turkey
90.00%
80.00%
70.00%
60.00%
50.00%
40.00%
30.00%
20.00%
10.00%
0.00%

Hume City
FRCB Hume City residents

Iraq, Lebanon,
Turkey

Australia, NZ, UK, All other countries
USA

Figure 4.1: Comparison of the percentage of overseas born population in the City of Hume to
that of FRCB clients living in the City of Hume (May 2009-April 2010). (FRCB n=89; City of
Hume n=147,782)136

One hundred seventy-two (78.9 per cent) out of the 218 FRCB clients reported
speaking only English at home, five (1.1 per cent) spoke English and another
language, and 41 (20 per cent) spoke another main language at home. When the
‘language spoken at home’ of FRCB clients who lived in the City of Hume was
compared to that of all residents of the City of Hume (using ABS data), the
percentage of FRCB clients was significantly lower (23.6 per cent) than the
percentage (41.7 per cent) of all City of Hume residents who reported speaking a
language other than English at home.137
These differences may occur for a variety of reasons. For example, overseas-born
residents living in the City of Hume may lack the knowledge, language and
familiarity to access mainstream services. Overseas born clients may also be
unaware of available services or perceive that the service would not meet
specific cultural needs because of cultural differences between their country of
birth and Australia. There may also be perceptions of discriminatory
attitudes towards persons from their cultural background. Barriers to access
have been identified in the literature review (Chapter 2, page 21) and are further
discussed relative to FRCB services and local CALD communities in Chapter 5.

The City of Hume data sources and calculated based on the following sources: (1) “National Regional Profile:
Hume City (statistical Subdivision)”. Available on the internet at:
http://www.censusdata.abs.gov.au/ABSNavigation/prenav/LocationSearch?locationLastSearchTerm=Hume+City
&locationSearchTerm=Hume+City&newarea=20535&submitbutton=View+QuickStats+%3E&mapdisplay=on&c
ollection=Census&period=2006&areacode=20535&geography=&method=Place+of+Usual+Residence&productla
bel=&producttype=QuickStats&topic=&navmapdisplayed=true&javascript=true&breadcrumb=PL&topholder=0&
leftholder=0&currentaction=104&action=401&textversion=false&subaction=1; (2) “Hume City Council
Community Profile” Available on the internet at:
http://profile.id.com.au/Default.aspx?id=216&pg=103&gid=120&type=enum (Last accessed 10 December 2010)
137
[²(1, N=147871)=11.99, p=0.00]
136
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Socio-demographic factors: Comparisons of CALD and non-CALD clients
A focus of this evaluation is to examine the needs of FRCB clients from CALD
backgrounds (with a focus on Iraqi, Lebanese and Turkish communities) and
how their service access and experience at the FRCB compares to that of nonCALD clients. FRCB clients were categorised as either CALD or non-CALD using
the two criteria outlined on page 47.
Using the first criterion of self-identified cultural background at Intake, 273
clients (59.9 per cent) were classified as non-CALD, 157 (34.4 per cent) were
classified as CALD and 26 (5.7 per cent) were unknown. The second criterion –
country of birth identified at FRA – had 54 FRCB clients (24.9 per cent; as
presented in Table 4.3) who were born overseas. When those born in NZ, the UK
and the USA were subtracted from this figure, there were 43 out of 217 (19.8 per
cent) overseas-born CALD clients left. Each comparison specifies whether the
self-identified background of a client or their country of birth is used.
Age
The youngest client who accessed the FRCB during the 12-month period under
investigation was 19 years old and the oldest client was 76.5 years of age. The
average age of all clients was 36.9.138 The average age of CALD clients (based on
self-identified cultural background at Intake) was 37.5 years, and the average
age of non-CALD clients was one year younger at 36.4 – this difference was not
statistically significant.139
Marital status
The marital status of FRCB clients (overall, CALD and non-CALD) is depicted in
Table 4.4. This information was collected using the ‘FRSP online national data
collection’ questionnaire and was available for 210 out of 456 clients. Country of
birth played a significant role in a client’s marital status.140 Overseas-born CALD
clients were more likely to be ‘married’ and ‘separated but not divorced’ than
non-CALD clients. On the other hand, non-CALD clients were more likely than
overseas born CALD-clients to never have been married or to be de facto
separated.
Table 4.4: Marital status of FRCB clients (n=210; CALD n=39; non-CALD n=171. CALD and
non-CALD classification based on Country of Birth)

Marital Status
Separated but not divorced
Divorced
Never married
De facto separated
Married
De facto
Not stated
Other relationship

CALD (%)
41.0
20.5
5.1
2.6
20.5
7.7
2.6
0

Non-CALD (%)
24.6
21.1
18.1
16.4
10.5
7.0
1.2
1.2

Overall (%)
27.6
21.0
15.7
13.8
12.4
7.1
1.4
1.0

138

(M=36.86; SD=9.00; Median=36.5)
(t(388)=-1.23, p=.22); CALD (M=37.52; SD=9.60; Median=37.56); Non-CALD (M=36.38; SD=8.42;
Median=36.38)
140
(²(7, N=210)=14.39, p<0.05)
139
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Education
The highest education level achieved by FRCB clients (CALD, non-CALD and
overall) is outlined in Table 4.5. There were no significant differences in
education based on the country of birth of clients. Overall, the highest level of
education attained by the majority of FRCB clients was secondary school: either
Year 10 or Year 12.
Table 4.5: Highest education level of FRCB clients (n=213; CALD and non-CALD classification
based on Country of Birth)

Highest education level
Secondary – Year 12
Secondary – Year 10
Tertiary - Certificate
Tertiary- Diploma
Tertiary - Degree
Tertiary – Post Graduate
Primary
Not stated

CALD (%)
33.3
30.8
9.0
5.1
6.4
5.1
5.1
5.1

Non-CALD (%)
31.9
31.9
13.3
8.9
7.4
1.5
0.7
4.4

Overall (%)
32.4
31.5
11.7
7.5
7.0
2.8
2.3
4.7

Employment
The occupation categories of 346 clients (based on information collected at
Intake) are presented in Table 4.6 and compared to the population of the City of
Hume and Australia overall.141 The percentages and differences reported in
between FRCB and the City of Hume should be used only as an indication rather
than hard facts, as the details of FRCB clients were collected via a different
questionnaire than the 2006 Census and the categorisation may not be identical.
Furthermore, not all FRCB clients were City of Hume residents (although the
largest proportion of them lived in the City of Hume and it is the ABS group most
appropriate for comparisons).
There were no statistically significant differences between CALD and non-CALD
clients (based on self-identified cultural background at Intake), but comparisons
to City of Hume and Australian populations showed an over-representation of
unemployed142 people and fewer clerical and administrative workers and
community and personal service workers than in the City of Hume and Australia

141

Although FRCB clients are from many areas, the highest proportion live in The City of Hume and for this
reason the ABS results of this region are used in these comparisons. Differences are to be treated as indicative
only.
The City of Hume and Australian data sourced from the 2006 Census, Australian Bureau of Statistics at
http://www.censusdata.abs.gov.au/ABSNavigation/prenav/LocationSearch?locationLastSearchTerm=Hume+City
&locationSearchTerm=Hume+City&newarea=20535&submitbutton=View+QuickStats+%3E&mapdisplay=on&c
ollection=Census&period=2006&areacode=20535&geography=&method=Place+of+Usual+Residence&productla
bel=&producttype=QuickStats&topic=&navmapdisplayed=true&javascript=true&breadcrumb=PL&topholder=0&
leftholder=0&currentaction=104&action=401&textversion=false&subaction=1
142
31.1 per cent of FRCB clients were not in the labour force or their occupation was not known: “home duties”
(n=53, 12.4% of total), “students” (n=14, 3.3%), and “retired” (n=6, 1.4%). The ABS figures also do not include
those who are “not in the labour force”.
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in general. Furthermore, there were also fewer professionals and managers
amongst FRCB clients than in the overall Australian population.
Some of these differences reflect the different socio-demographic make-up of the
area from which FRCB clients come – for example fewer professionals and
managers than in the overall Australian population. The City of Hume and other
western suburbs where FRCB clients live are historically working class areas, so
the lower proportion of professionals and managers may be a result of this
factor. Other differences, such as the higher proportion of technicians and tradeworkers and lower proportion of clerical and administrative staff, may reflect
the typical employment categories of families as opposed to singles. For example,
the researchers noted that many male parties were technicians and tradeworkers, and female parties were stay-at-home mothers. Clerical and
administrative roles are often filled by women, and the higher proportion of
women who were home carers may provide one explanation for why this
employment category was comparatively under-represented at the FRCB.
Table 4.6: Occupation of FRCB clients (n=273; non-CALD and CALD classification based on
self-identified background at Intake) and the overall population of the City of Hume and
Australia (based on 2006 Census; City of Hume n=66,012; Australia n=9,607,987)143

Occupation

Technicians/Trade
workers
Unemployed
Community and
personal service
workers
Labourers
Professionals
Machinery operators
and drivers
Managers
Sales workers
Clerical and
administrative
workers
Total

Non-CALD

CALD
%
17.5

Total
FRCB
n
%
58 21.2

Hume
City
%
16.7*

Austr
alia
%
14.4*

n
41

%
23.3

n
17

29
20

16.4
11.4

15
14

15.5
14.4

44
34

16.1
12.5

7.0*
8.7*

5.2*
8.8*

16
16
16

9.1
9.1
9.1

11
10
9

11.3
10.3
9.3

27
26
25

9.9
9.5
9.2

12.3
11.5
11.4

10.5
19.8*
6.6

11
14
13

6.3
7.9
7.4

10
6
5

10.3
6.2
5.2

21
20
18

7.7
7.3
6.6

9.3
10.5
17.2*

13.2*
9.8
15.0*

176

100

97

100

27
3

100

~100

~100

* Difference is statistically significant (p<.05)
Income
Table 4.7 provides a snapshot of the weekly individual income of FRCB clients
(CALD, non-CALD and overall) and compares it to weekly individual income
143

The ABS figures do not add up to exactly 100 per cent. It is not clear from the ABS notes why this is the case.
The percentages should only be used as an indication of differences between FRCB clients, City of Hume residents
and the Australian population.
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recorded for the City of Hume in the 2006 Census.144 Once again, the differences
between the FRCB and the City of Hume in this Table should be treated as
indicative only, because the information was collected using different
instruments at different points in time (FRCB: 2009-2010; City of Hume: 2006),
and the annual increase in wages is not reflected in the City of Hume figures.
There were no statistically significant differences in income between CALD and
non-CALD FRCB clients. Where permitted by sufficient numbers, statistical
comparisons between FRCB clients City of Hume residents were carried out
using the chi-square statistic (²), revealing a significant difference in the $150$249 income category. More FRCB clients fell into this category than overall City
of Hume residents. This is a very low income category ($7,800 - $12,948 per
annum), and it is likely that it reflects the higher proportion of unemployed or
part-time employed persons and persons performing carer’s and home duties
who accessed the FRCB in 2009-2010.
Table 4.7: Individual gross weekly income of FRCB clients (n=211; non-CALD and CALD;
classification based on country of birth at FRA) and the overall population of the City of
Hume145 (n=111,250; based on 2006 Census)

Weekly individual
income

Non-CALD

CALD

n
%
n
%
Negative/ Nil income 5
3.7
4
5.2
$1 to $149
1
0.7
1
1.3
$150 to $249
25
18.7 19
24.7
$250 to $399
16
11.9 11
14.3
$400 to $599
17
12.7 16
20.8
$600 to $799
19
14.2 5
6.5
$800 to $999
13
9.7
5
6.5
$1,000 to $1,299
14
10.4 6
7.8
$1,300 to $1,599
2
1.5
2
2.6
$1,600 to $1,999
2
1.5
0
0
$2,000+
4
3.0
1
1.3
Not stated
16
11.9 7
9.1
Total
134 100 77
100
* Difference is statistically significant (p<.05)
4.2

Total FRCB
n
9
2
44
27
33
24
18
20
4
2
5
23
211

%
4.2
0.9
20.9
12.8
15.6
11.4
8.5
9.5
1.9
0.9
2.4
10.9
100

Hume
City
%
8.9
8.8
15.8*
11.8
13.7
11.3
8.2
6.6
2.9
1.4
1.3
9.2
100

Case processing

The ease with which clients move through the dispute resolution process, the
reasons they leave or do not go ahead and how they evaluate their experience
relate to the criteria of accessibility, timeliness, cost, fairness, satisfaction and
overall process effectiveness (see Chapter 2 for summary of mediation
effectiveness criteria). Understanding the movement of its clients and their
144

The weekly individual income for the Australian population was not available.
Australian Bureau of Statistics, Census of Population and Housing 2006. Available on the internet at
http://profile.id.com.au/Default.aspx?id=216&pg=124&gid=10&type=enum (last accessed 15 October 2010)
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reasons for discontinuing their use of the service are integral aspects of the
FRCB’s goal to provide a quality service.
What percentage of initial clients completes each stage of the service?
FRCB records
To provide an overview of how many clients proceed from one stage of the FRCB
process to another, the researchers used FRCB electronic data for cases that
were opened and closed from 1 May 2009 to 30 April 2010. The FRCB closes
their electronic cases according to three outcome categories by stages of the
process: Information Session, FRA and FDR. However, it is not clear from the
FRCB’s electronic system whether a client closed at the ‘Information session’
actually completed this stage before ‘dropping-out’ or whether they merely
enrolled in it, but did not proceed after Intake. This needs to be kept in mind
when interpreting the upcoming results.
Table 4.8 provides the number and percentage of cases that were closed (or
‘dropped out’) at each stage during the examined 12-month period. Out of 228
cases, 25.4 per cent dropped out at the Information Session stage, 39.9 per cent
dropped out at FRA, and 34.2 per cent went all the way through to FDR.
Table 4.8: The number (and percentage) of cases that ‘dropped out’ at each FRCB process
stage in May 2009- April 2010. Categorisation based on FRCB electronic system (n=228).

Category
Information Session
Family Relationship Assessment (FRA)
Family Dispute Resolution (FDR)
Unknown
Total

n
58
91
78
1
228

%
25.4
39.9
34.2
0.4
100

Another way to look at this information is portrayed in Figure 4.2, which shows
the gradual ‘drop-off’ of cases. It starts with 100 per cent of cases at
Intake/Information Session and shows that 74 per cent move on to FRA and 34
per cent go all the way to FDR.146
For a detailed analysis regarding which cultural groups complete each stage, see
Chapter 5.147

146

The available electronic data does not specify how many clients in the FDR stage attended mediation or reached
agreement at mediation.
147
See Figures 5.1 (p82), 5.2 (p83), 5.3 (p83 and 5.4 (p83).
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Stages completed by initial clients
250

100%

No. of cases

200

74%

150
100

34%

50
0
Intake/Information Session

FRA

FDR

Figure 4.2: The percentage of initial FRCB cases that proceeded to each stage of the process
(n=228)

Why do some clients not proceed from one stage to another?
Survey results
To examine the reasons why some clients leave the service before completing
the FRA and FDR stages, the researchers conducted telephone surveys with 76
FRCB clients who accessed the service during the 12-month period under
investigation (1 May 2009 - 30 April 2010).148
Table 4.9 outlines the different stages completed by the survey participants. 55.3
per cent of survey participants completed mediation, and this is a much higher
percentage than that of the entire 12-month sample (reported in Table 4.8)
where 34.2 per cent of clients went on to FDR. This suggests that the people who
chose to participate in the survey were more likely to be those who had
prolonged contact with the FRCB than those who ‘dropped-out’ at an earlier
stage. Nevertheless, the survey participants provide important answers to
questions such as ‘why did you not proceed after Intake?’ and ‘why did you not
proceed after the Information Session?’ Their responses to these questions,
satisfaction with parts of the process, and commentary on improvements are
reported next.
Table 4.9: The number (and percentage) of survey participants who completed different
stages of the FRCB process (n=76).

Category
Did not continue after Intake
Completed Information Session
Completed FDR
Total

148

n
13
21
42
76

%
17.1
27.6
55.3
100

See Chapter 3 p 41 and Appendix L for participant details
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Satisfaction with Intake
Process satisfaction is one of the key criteria of effectiveness. The overall
satisfaction rating of the Intake process was relatively high: 7.36 out of 10.149 To
examine whether clients who ‘drop-out’ at different stages are more or less
satisfied with the Intake, the satisfaction of three groups of clients was
compared:
1) Clients who did not continue after Intake (group 1);
2) Clients who completed the Information Session but did not attend
mediation (group 2); and
3) Clients who attended mediation (group 3).
The differences in mean satisfaction ratings (for the Intake stage) between the
groups approached statistical significance,150 and, as depicted in Figure 4.3, those
who dropped-out at Intake tended to be less satisfied with it than those who
went further in the process.151

Figure 4.3: Differences in clients’ satisfaction with the Intake process (n=74)

Satisfaction with the Information Session
The overall satisfaction rating for the Information Session was also high: 7.99 out
of 10.152 There were no differences in satisfaction with the Information Session
for those who did not continue after it and those who continued on to FDR,
149

(M=7.36, SD=2.25, Median=8, Range = 10, Minimum=0, Maximum=10, Range =10; Rating scale: 0-10, where
0=Not at all satisfied, 10=extremely satisfied; n=74)
150
[F(2, 71)=2.22, p=.12, Eta squared =.06] (A less stringent alpha value (0.1) was applied to compensate for the
small sample size; moderate effect size suggests that result may become significant with larger numbers).
151
Post-hoc comparisons using the Tukey HSD test indicated that the biggest difference was between the mean
score for Group 1 (Intake Only: M=6.09, SD=3.20) and Group 2 (Information Session: M=7.76, SD=1.89), but
they did not differ from Group 3 (completed FDR).
152
(M=7.99, SD=2.29, Median=8.75, Range = 10, Minimum=0, Maximum=10, Range =10; Rating scale: 0-10,
where 0=Not at all satisfied, 10=extremely satisfied; n=62)
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suggesting that how satisfied clients were with the Information Session did not
determine whether they proceeded in the FRCB process.153
Reasons for not continuing after Intake
Clients who did not continue after Intake were less satisfied with the Intake
process, but what reasons did they give for not continuing, and are these reasons
within the FRCB’s control? Figure 4.4 outlines the reasons for not continuing
after Intake provided by 13 clients who did not continue after Intake. Each client
could provide a number of reasons.
Reasons for not proceeding after Intake
Time constraints 7.70%

92.30%

Still waiting 7.70%

92.30%

Attended mediation elsewhere 15.40%

84.60%

Went to Court 15.40%

84.60%

Partner would not proceed 15.40%

84.60%

Unsuitable location 15.40%

84.60%

Case unsuitable for FDR (Family violence, IO in
place etc.)
Worked situation out themselves

30.80%
61.50%

Yes

No

69.20%
39.50%

Figure 4.4: Reasons for not proceeding given by survey participants who did not proceed
after Intake. More than one answer per participant allowed (n=13).

The most common reason why clients indicated they did not continue after
Intake was that they worked the situation out themselves. The second most
common reason was that the case could not be progressed because it was not
suitable for FDR for reasons of family violence, due to an existing Intervention
Order etc. Some clients attended mediation elsewhere because the location of the
FRCB did not suit them or because they received a referral to go elsewhere. No
client suggested that the reason they did not proceed after Intake was a fault of
the FRCB.154

153

[F(1, 60)=.315, p=.58; Group 1 (completed Information Session) n=21; M=7.76, SD=2.57; Group 2 (completed
FDR) n=41, M=8.11; SD=2.17]
154
7.7 per cent of clients said they were “still waiting” to hear back regarding the FDR session. This is slightly
confusing as the clients contacted for this research were those whose cases were closed before 31 April 2010. A
possible explanation is that these clients did not know the outcome of their application or that they were “still
waiting” in general for their former partners to respond to them.
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Reasons for not continuing after the Information Session
Clients who did not continue after the Information Session were also asked why,
and their responses are illustrated in Figure 4.5. The most common reason for
not proceeding was because their partner would not agree to participate. 20 per
cent of clients indicated they had worked the situation out themselves, and 15
per cent did not proceed because the case was unsuitable for FDR. Only one
participant (out of 20) reported that the reason s/he did not proceed was
because they were dissatisfied with the service provided by the FRCB.
Reasons for not proceeding after Information Session
Dissatisfied with BFRC service 5%

95%

5%

95%

Time constraints 5%

95%

Attended mediation elsewhere 5%

95%

Participant decided not to proceed

Did not want to be in the same room as
partner

10%

90%

Unsuitable location

10%

90%

Case unsuitable for FDR/ IO in place
(Family violence, IO in place etc.)
Worked situation out themselves
Partner would not proceed

15%

Yes

No

85%

20%

80%
55%

45%

Figure 4.5: Reasons for not proceeding given by survey participants who did not proceed
after the Information Session. More than one answer per participant allowed (n=20).

Additional evaluations of Intake and the Information Session
What more can the FRCB do to satisfy its clients at Intake and the Information
Session? What else can be done to increase the likelihood of clients proceeding to
FDR? Tables 4.10 and 4.11 summarise the themes that emerged from an
analysis155 of the comments made by survey respondents in relation to the Intake
and the Information Session. The themes are divided into what was ‘done well’
and what could be improved.
At Intake, satisfied clients expressed a general appreciation of the process and
were pleased with the helpfulness of staff and the focus on children. Those who
made suggestions for improvement thought FRCB could further customise the
process to meet the needs of individual clients and take care to treat clients
without pressure or judgment.

155

The qualitative analysis was conducted using the software package NVivo version 8.
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Table 4.10: Things ‘done well’ and opportunities for improvement at Intake

INTAKE
Done well
1. General satisfaction with process
2. Helpful staff
3. Focus on children important
Opportunities for improvement
1. Customise process to clients’ needs from the start
2. Treatment of clients
a. Felt pressured
b. Felt judged and uncomfortable
The Information Session was commended for its satisfactory procedures and the
helpfulness of meeting other people with similar problems. It was criticised for
its ‘one-approach-fits-all’ process, group nature and, in one instance, the
presenter not allowing for discussion after the presentation. Mainly parents who
had been separated for many years and did not think that attending a session on
the child’s best interests during separation was applicable to their situation
suggested the first of these opportunities for improvement156. Other parents who
wanted a small change to their parenting agreement, such as the day or time of
access, also felt that attending this session was unnecessary. Some people
enjoyed the group nature of the Information Session, while others would have
preferred to discuss private matters one-on-one. The clients’ suggestions
indicate that the FRCB could increase clients’ satisfaction and access to its
services by customising their process to meet the needs of individual clients.
Table 4.11: Things ‘done well’ and opportunities for improvement at Information Session

INFORMATION SESSION
Done well
1. General satisfaction with process
2. Helpful to meet others with similar problems
Opportunities for improvement
1. Irrelevant after many years of separation
2. Should be one-on-one
3. Presenter should discuss issues

156

Please note that a Pearson Product Moment correlation examining the relationship between years of separation
and satisfaction with the Information Session was not significant [r=-.214, n=57, p>.05] suggesting that how long
a client was separated did not influence their satisfaction with the Information Session. However, this does not
mean that this suggestion for improvement is not relevant.
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Do these clients seek assistance elsewhere?
Survey results
The telephone survey with former FRCB clients revealed that a majority were
likely to seek assistance elsewhere after leaving the FRCB. Specifically, 58.3 per
cent (n=7 out of 12) of clients who completed Intake only, and 50 per cent (n=10
out of 20) of clients who left the service after the Information Session sought
assistance from another service. The services clients sought assistance from after
leaving the FRCB are outlined in Table 4.12, with ‘another FRC’, and ‘counsellors,
psychologists or social workers’ being the most frequent services providers
clients turned to post-FRCB.
Table 4.12: Services clients sought assistance from after leaving the FRCB (n=17)

Another FRC
Counsellor/Psychologist/Social
worker
Lawyer
Court
LifeWorks
Helpline
DHS
Total

Left after
Intake
1
3

Left after
Information Session
3
1

Total

1
1
1
0
0
7

2
2
1
1
1
11

3
3
2
1
1
18

4
4

Regardless of whether clients sought assistance from another service, once they
left the FRCB, they were asked what they did about their family situation
afterwards (see Table 4.13 for their responses). Alarmingly, the top answer to
this question was ‘nothing’, suggesting that if some clients could not get their
former partner to agree to FDR or if the FRCB could not help them for other
reasons, they often did not pursue their case. The second highest response,
‘worked it out themselves’, paints a more positive picture, with a high proportion
of clients who leave the service finding their own solutions.
Table 4.13: Answers to ‘what did you do about your family situation after this?’ (n=22)

Nothing
Worked it our themselves
Still waiting on ex-partner to
respond to mediation request
Let children decide who to live with
Tried to get help elsewhere, but did
not qualify
Living together again (in separate
rooms)
Total

Left after
Intake
3
3
1

Left after
Information Session
6
5
1

Total

0
0

1
1

1
1

1

0

1

8

14

22

9
8
2
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4.3

Mediation effectiveness

The National Alternative Dispute Resolution Advisory Council’s criteria for
evaluating mediation effectiveness were discussed in the literature review in
Chapter 2.157 This section below uses the telephone survey data to evaluate the
effectiveness of the mediation process (fairness, satisfaction, mediator conduct)
and of the outcomes (satisfaction, durability). A series of correlations is
performed to depict the relationship between process and outcomes and
examine how one influences the other at the FRCB.
Mediation process
Survey results
The responses of 42 survey participants who had attended mediation at the
FRCB to questions of process effectiveness are outlined in Table 4.14. M
represents the Mean (average) response to the question, and the Standard
Deviation (SD) indicates how varied the responses to each question were (with a
higher SD indicating a greater variety of responses). The mean ratings are on a 010 scale, where higher values represent agreement with the statement, lower
values represent disagreement and a score of 5 represents ‘neither agree or
disagree’. Negatively worded questions, where a positive response would be
expected to yield a low score, are highlighted in red.
Responses regarding the mediation process were generally satisfactory, with
participants indicating they felt treated with respect by the mediator,
understood what was going on and generally agreed that the process was fair. On
the whole, participants indicated they did not feel pressured to settle their
dispute, did not feel they needed a support person and would not have preferred
to go straight to court. These are positive findings, which indicate that the FRCB
is providing an efficient and fair mediation process.
However, responses to several of the questions also highlighted opportunities
for improvement. For example, having sufficient time to discuss all necessary
information and receiving enough information to protect one’s best interests
yielded lower ratings and are areas where the FRCB could review its current
approach.
Evaluations of the mediators are provided in the second section of Table 4.14,
with mean ratings in the range of 5.7-6.8 (out of 10). This indicates that the
participants thought the mediators performed well, but that room for
improvement exists particularly in the way the mediators guide the process and
the information they provide in relation to mediated issues. The request for the
provision of legal information and in some cases advice from mediators is a
problematic area. Section 28 of the Family Law (Family Dispute Resolution
Practitioners) Regulations 2008158 specifies that before family dispute resolution

157

National Alternative Dispute Resolution Council (NADRAC), The Development of Standards for ADR,
Discussion Paper. (Attorney-General‟s Department, Canberra, 2000) p 22.
158
Government of Australia, Family Law (Family Dispute Resolution Practitioners) Regulations 2008 (Attorney
General‟s Department, Canberra, 2008). Section 28, pp. 23. Available on the internet at:
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is started parties must receive information, outlining ‘that it is not the role of the
family dispute resolution practitioner to give people legal advice (unless the
family dispute resolution practitioner is also a legal practitioner)’. Other
information, such as the FDRP’s confidentiality and disclosure obligations, their
qualifications, the process for applying to the court for an order, the hourly rate
and information about the complaints mechanism must also be supplied at the
start. Thus, mediation parties at the FRCB receive the necessary legal
information, but their ratings suggest that it is not particularly helpful.
Furthermore, comments made by participants throughout the survey showed
that some of them would have liked the mediators to provide legal advice,
determine a solution and/or advise the Court of the proceedings of mediation159.
This suggests that some clients misunderstood or did not accept the role of
mediators as impartial third parties. A possible way for meeting the needs of
some clients in regards to this issue is to explain the legal information and the
limits of the mediator’s role in more detail prior to FDR. A continuing challenge
presents in that education will appeal only to some clients, while others will
inherently prefer an adversarial process regardless of how well the legal and
other information is explained. It is recommended that more care is taken to
ensure that clients understand the legal and other information they need prior to
attending FDR. It may also be helpful to distinguish with some clients in the
mediation process or beforehand which issues they consider should be settled
by a legal body and which the parties could decide on themselves. This approach
ties in with the recognition of how other processes may be required to address
different types of issues or concerns (this will be discussed more in Chapter 7).
Not surprisingly, the mean rating of the former partner’s behaviour indicates
that participants thought their former partners behaved quite negatively and
that being in mediation was not particularly helpful to increasing their
understanding of each other. These ratings reflect the challenging nature of FDR,
where former partners often maintain an antagonistic stance and are not open to
listening to each other and shifting perspectives.

http://www.comlaw.gov.au/comlaw/Legislation/LegislativeInstrument1.nsf/0/2858364B89C2DC0BCA2574C500
7F9969 (last accessed 11 Decenber 2010)
159
See Table 4.22 p.72 for details.
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Table 4.14: Mediation process effectiveness (n=38-42; Rating scale: 0-10, where 10=Strongly
agree; 0=Strongly disagree). Negatively worded items are marked in red.

Questions about the mediation process
I feel I received enough information to protect my own best
interests during the mediation process
I understood what was going on during the mediation
There was enough time to discuss all necessary information
The mediation process was fair
I felt I had control during the mediation
I felt I was treated with respect during the mediation (by the
mediator)
It would have helped to have a support person in the room or
available by phone during the mediation (Neg.)
I felt pressured to settle my dispute (Neg.)
I would have preferred to go straight to court (Neg.)
Questions about the mediators
I wish the mediators had controlled the process more
effectively (Neg.)
The mediators were skilful
The mediators provided useful legal information during the
mediation session
The mediators provided useful information about parenting
during the mediation session
Questions about former partner
My former partner acted negatively during the mediation (Neg.)
Being in mediation helped me understand my former partner’s
point of view better
Mediation has helped me and my former partner better
understand out children’s needs and reactions to separation
I often felt that my former partner had an advantage over me
during our discussion in mediation (Neg.)

M
6.52

SD
2.92

8.93
5.76
7.15
5.62
8.38

1.14
3.66
3.01
2.77
2.22

3.56

3.20

2.98
2.89

3.23
3.51

5.73

3.25

6.82
5.82

2.70
3.26

6.49

2.97

7.23
3.71

3.26
3.12

5.29

3.49

5.39

3.60

Mediation outcomes
Mediation efficiency is often linked to the durability of outcomes: an outcome
that is not acceptable to the parties is not likely to be effective.160 The durability
of outcomes can be assessed through follow-up phone calls, as was done in this
study, but to gain a long-term understanding, longitudinal studies which monitor
the durability of outcomes over a period of years need to be undertaken. It is
recommended that the FRCB considers monitoring the durability of mediation
outcomes over a period of five years.

160

Sourdin, T. (2008). Mediation in the Supreme and County Courts of Victoria. Department of Justice, Victoria,
p. 154
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How long are parenting agreements lasting?
Survey results
To gain an understanding of what happens to the agreements reached at the
FRCB once clients leave, the telephone survey asked questions about their
longevity, practicality and clients’ satisfaction with them.
Twenty out of the 42 (47.6 per cent) survey respondents who completed FDR
reported reaching some sort of agreement at mediation (see Table 4.15 for
details). Out of these 18 were from non-CALD backgrounds and only two were
from CALD backgrounds.161 However, due to the small number of CALD survey
participants, these results cannot be considered representative, and comparing
the outcomes of CALD and non-CALD groups was not possible in this instance.
Table 4.15: Outcomes reached at mediation. Percentages represent the outcomes for each
group (CALD and non-CALD). (n=40).

Mediation/FDR outcome
Not held due to refusal or failure of other party to
attend
No agreement
Court case
Oral agreement
Parenting Plan, as defined by the Family Law Act
Other written agreement
Total

CALD
n
%
0
0

Non-CALD
n
%
2
5.9

3
1
1
1
0
6

7
7
11
6
1
34

50.0
16.7
16.7
16.7
0
100

20.6
20.6
32.4
17.6
2.9
100

Table 4.16 outlines how long the agreements reached at mediation lasted.162 It is
notable that 65 per cent (n=13 out of 20) of the agreements reached at
mediation were still in place at the time of the survey (August 2010) – the
average amount of time that had lapsed since the mediation at the time of survey
was 8.6 months.163
Table 4.16: Longevity of agreements reached at mediation. Percentages represent the
outcomes for each group (CALD and non-CALD). (n=20).

How long have agreements lasted?
Less than 1 month
8-12 months
More than 1 year
Still in place
Total

CALD
n
1
0
0
1
2

%
50.0
0
0
50.0
100

Non-CALD
n
%
2
11.1
2
11.1
2
11.1
12
66.7
18
100

161

CALD = born overseas in non-Anglo-Celtic countries or born in Australia and identifies strongly as CALD;
non-CALD = born in Australia, UK, USA, NZ
162
Statistical tests to compare groups were not conducted due to the low number of CALD clients in this category.
163
(M=8.63; SD=3.57)
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Have mediated outcomes been effective (durable, workable etc.)?
Survey results
Table 4.17 outlines the Means and Standard Deviations for satisfaction and
agreement with statements relating to mediated outcomes. Although
participants indicated that they felt they had a good understanding of the
agreements they reached at mediation, their satisfaction with them was only of a
moderate level and they felt they had moderate control over the outcomes of
their disputes. Some of the reasons for this moderate level of satisfaction may be
that parenting issues were not agreed upon in mediation, and even if they were
participants were concerned their former partners would not uphold the
agreement. However, the mean rating of 7 out of 10 for the agreement being
‘practical, realistic and workable’, the small change in the satisfaction with
agreement at the time it was reached and ‘now’ (i.e. time of telephone survey),
and the fact that 65 per cent of agreements were ‘still in place’ at the time of
interview all suggest that where an agreement was reached, it was relatively
durable.
Table 4.17: Agreement effectiveness (n=12-20; Rating scale: 0-10, where 10=high
satisfaction/agreement; 0=low satisfaction/agreement)

Questions about agreement
Satisfaction with agreement immediately after mediation
Satisfaction with agreement now
Mediation helped up to agree on parenting issues
Mediation assisted us to come to an agreement about child
support
I understood the agreement reached at mediation
I feel the agreement regarding children was practical, realistic and
workable
I feel the mediation agreement was close to the legal information I
was given
I felt I had control over the outcome of my dispute
I am satisfied that the decisions reached in mediation were fair
I should have obtained more legal advice before coming to an
agreement (Neg.)
I am afraid my partner will not live up to all aspects of the
agreement (Neg.)

M
6.60
6.00
4.19
6.08

SD
3.03
3.55
3.06
3.90

9.22
7.00

0.94
2.91

5.88

3.48

5.28
4.88
3.83

3.56
3.82
3.85

6.63

3.08

How do such outcomes compare to those reached by CALD and non-CALD clients?
Unfortunately, the outcomes reached by clients from CALD and non-CALD
backgrounds could not be compared via statistical tests due to the small number
of CALD survey respondents.
There was also no difference between how satisfied clients from CALD and nonCALD backgrounds were with the overall FRCB service, suggesting that cultural
background does not play a role in the satisfaction of clients.164
164

[CALD: M=6.67, SD=3.31; non-CALD: M=7.01, SD=2.63; t(70)=-.424, p=.670]
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Why are some parenting agreements not lasting?
Survey results
The reasons provided by survey respondents for why their agreement did not
last are presented in Table 4.18. Reflecting the often antagonistic relationships of
some parties in FDR (also reported in Table 4.14), the most common reason was
because the ‘former partner broke the agreement’.
Table 4.18: Reasons for why agreements reached at mediation have not lasted (survey
respondents, n=13 out of 76)

Reason for agreements not lasting
Former partner broke agreement
Decided to change it together
Lack of communication and clash of interests
One partner (ESL) did not understand agreement fully
Do not wish to answer
Total

n
7
2
2
1
1
13

%
53.8
15.4
15.4
7.7
7.7
100

Is mediation helpful even if no agreement is reached?
Survey results
Recent research identified that even if no agreement is reached at mediation, the
process carries benefits for future communication and decision making between
the parties.165 The results from the FRCB somewhat reflect this trend, with 40.9
per cent (n=9 out of 22) of survey participants who did not reach an agreement
at mediation reporting that they reached some sort of an agreement postmediation (54.5 per cent, n=12 said they did not reach an agreement postmediation, and 1.3 per cent, n=1 said they reached ‘somewhat’ of an agreement
post-mediation). However, the mean ratings in Table 4.19 suggest that in the
eyes of FRCB clients, the mediation was not seen as particularly helpful in
assisting future decision-making.
Table 4.19: Role of mediation in post-mediation agreements. (n=10-22; Rating scale: 0-10,
where 10=Extremely helpful’ 0=Not at all helpful)

Questions about agreements post-mediation
If no agreement was reached, how helpful was the mediation
anyway?
If an agreement was reached post-mediation, how helpful was
the mediation in assisting you in reaching this agreement?

M
4.55

SD
3.04

3.65

3.43

165

McIntosh, J., Long, C.M., & Wells. Y.D. (2009). Children beyond dispute. A four year follow-up study by Dr
Jennifer McIntosh of outcomes from Child Focused and Child Inclusive post-separation family dispute resolution.
Australian Government.
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Relationship between mediation process and outcomes
Survey results
This section examines how what happens during the mediation process relates
to the outcomes of mediation and clients’ overall satisfaction with the FRCB.
These relationships are examined using a series of Pearson product-moment
correlations.166 To carry out this analysis, the questions from the telephone
survey were clustered into the following factors:167
1. Mediation process helpfulness168
2. Mediation process fairness169
3. Effective outcomes170
4. Satisfaction with Intake171
5. Overall satisfaction with the FRCB service172
Relationship between the mediation process and outcomes
There was a strong positive relationship between ‘effective outcomes’ and
‘mediation process helpfulness’173 (see Figure 4.6). This indicates that people who
found the mediation process helpful were also likely to think that their
mediation outcomes were effective, and people who did not find it helpful were
more likely to think that their outcomes were not effective. However,
participants’ perceptions of ‘effective outcomes’ were not related to how
satisfied they were with the Intake or with the FRCB overall.174 This suggests that
the mediation process itself has more influence on how clients evaluate their
mediation outcomes than the way the FRCB services their clients (at Intake and
overall). This result ties in with studies that have shown that how clients
perceive procedural fairness is associated with how fair the process is, which is
connected to how much they have been able to participate in a process and how
well they have been treated (that is, with dignity and respect).175

166

Person product-moment correlation is a statistical technique for exploring (the strength and direction) of the
linear relationship between two variables.
167
These factors were configured based on theoretical underpinnings of the survey instrument and the results of
Principal Components Analysis (PCA).
168
Mediation process helpfulness: Factor made up of Section 4 questions 4, 5, 8, 9, 10, 12, 13, 21,
169
Mediation fairness: Factor made up of Section 4 questions 14, 16, 17, 22.
170
Effective Outcomes: Factor made up of Section 5 questions 6, 12, 13, 14.
171
This was represented by the single question “how satisfied were you with the intake process?” (Section 2,
question 1; Section 3, question 1)
172
This was represented by the single question “how satisfied were you with the overall service provided to you by
the FRCB – from start to finish?” (Section 1 question 10)
173
[r=.88, n=8, p=.004]
174
[r=.23, n=11, p=.506; r=.53, n=11, p=.090]
175
Tyler, T. (1990). „The Psychological Consequences of Judicial Procedure: Implications for Civil Commitment
Hearings‟ in D.B. Wexler and B.J. Winick (Eds.), Law in a Therapeutic Key, 1996 and Lind, A.E. (1990). In the
Eye of the Beholder: Tort Litigants‟ Evaluations of Their Experiences in the Civil Justice System, Law and Society
Review, 24, pp. 968-71.
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Figure 4.6: The positive relationship between ‘mediation process helpfulness’ and ‘effective
outcomes’.

Mediation process fairness and outcomes
In a study of mediations connected to disputes in the Supreme and County
Courts of Victoria, Sourdin176 found a relationship between parties’ perceptions of
process fairness and lasting and acceptable outcomes. A similar trend was
observed in this study (see Figure 4.7), with clients who thought that the
mediation process was fair were also more likely to think that their outcome was
effective, practical and workable.177 However, this relationship was not as strong
as the one between ‘effective outcomes’ and ‘mediation process helpfulness’
(reported in Figure 4.6), which suggests that being provided with useful
information about parenting, having enough time to discuss all necessary
information and having a chance to focus on the children’s needs with the former
partner may be more important to effective outcomes than simply whether a
party feels that the process is ‘fair’ and they are treated with respect. This finding
seems to suggest the importance of the mediation process facilitating the clients’
understanding the situation better and participating in a way that allows them to
spend time considering information, different perspectives and approaches in
order to be better equipped in coming to outcomes that are effective. It may be
that greater time is required in particular stages of the mediation – such as the
exploration of issues phase – as well as prior to mediation in exploring with the
clients their understanding of certain information.

176

Sourdin, T. (2008). Mediation in the Supreme and County Courts of Victoria. Department of Justice, Victoria.
This relationship approached statistical significance and it is likely that it would become significant with a
larger sample [r=.57, n=10, p=.082]
177
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Figure 4.7: Positive relationship (non-significant) between ‘mediation process fairness’ and
‘effective outcomes’.

Relationship between Intake satisfaction and satisfaction with the FRCB
Although satisfaction with the Intake process was not related to mediation
outcomes, it was related to how satisfied clients were with the overall FRCB
service (see Figure 4.8).178 Thus it is important to help clients feel as satisfied as
possible from the very start of the process to increase the likelihood of an overall
positive experience.

Figure 4.8: Positive relationship between ‘overall satisfaction with the Intake process’ and
‘overall satisfaction with the FRCB service’.

178

[r=.55, n=72, p=.000]
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Relationship between the mediation process, Intake and overall FRCB service
There was a medium, positive correlation between ‘satisfaction with Intake’ and
‘mediation process helpfulness’, which indicates that people who were satisfied
with the way Intake proceeded were also more likely to find the mediation
helpful.179 Reflecting a similar trend, there was also a strong, positive correlation
between ‘satisfaction with Intake’ and ‘overall satisfaction with the FRCB
service’180 (see Figure 4.9), which paints the overall picture that satisfaction with
one part of the process was related to other parts of the process, as well as
overall satisfaction with the FRCB. It is, however, interesting that only
satisfaction with mediation was related to how effective clients thought the
outcome was – this makes sense, because even though clients may be satisfied
with the FRCB service, the mediation process is more closely related to the
outcomes that are achieved. It may also relate to this process being the ‘last
impression’ they have of the service and the effects that decisions reached at
mediation have on their lives.

Figure 4.9: Positive relationship between ‘mediation process helpfulness’ and ‘overall
satisfaction with the FRCB service’.

Perceptions of dispute outcomes and relationship with the other party
Survey results
All survey participants were asked how the overall outcome of their dispute –
regardless of whether an agreement was reached – matched their expectations.
Their responses are outlined in Table 4.20, with the largest proportion (52.2 per
cent) of respondents indicating that the outcome met their expectations. 25.4 per
179

[r= .41, n=35, p=.013]
[r=.61, n=35, p=.000]. This relationship was further supported by the negative correlation between a
„dissatisfaction with the mediation process‟ and „overall satisfaction with the FRCB service‟ [r=-.53, n=39,
p=.000], which showed that people who were dissatisfied with the mediation and found it unfair were also likely to
be dissatisfied with the FRCB service overall.
180
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cent of respondents indicated that the outcome was worse than they expected
and 22.4 per cent said it was better than expected.
Table 4.20: Survey respondents’ evaluations of their dispute outcomes (n=67).

Overall outcome of dispute was:
Worse than expected
About the same as expected
Better than expected

n
17
35
15

%
25.4
52.2
22.4

A similar pattern was observed for the survey participants’ evaluation of their
relationship with their former partners, with a majority (69.2 per cent)
indicating that the relationship remained the same, 12.3 per cent reporting that
it got worse and 18.5 per cent stating that it improved. This is a more positive
result than that found in the evaluation of mediation connected to disputes filed
in the Supreme and County Courts of Victoria, where 51.3 per cent of
respondents indicated that the relationship got worse and only 2.6 per cent
stated that it improved.181 This difference may be for a variety of reasons, such as
the types of disputes handled in these different contexts and the mediation
models used, but it is possible that the FRCB’s approach and client care may
contribute to the more positive relationship achieved by their clients.182
Table 4.21: Survey respondents’ evaluations of their relationship with their former partner
(n=65).

Relationship with the other party:
Got worse
Remained about the same
Improved

n
8
45
12

%
12.3
69.2
18.5

Final comments and opportunities for improvement
Survey results
Mediation/FDR
Throughout the telephone survey, participants were invited to make comments
about the FRCB, and these were recorded by the researchers and analysed using
the qualitative software package NVivo version 8. Table 4.22 presents the
themes that emerged from the participants’ comments regarding what they felt
was ‘done well’ and the opportunities for improving the mediation process.
The aspects of the FRCB experience that pleased the participants fit into three
categories, relating to the way they were treated by the mediators, the
opportunity to improve communication with their former partner, and general
satisfaction marked by comments such as ‘they did all they could’.
181

See Sourdin, T. (2008). Mediation in the Supreme and County Courts of Victoria, Department of Justice,
Victoria, p. 159.
182
Please note that there were no differences for perceptions of outcomes and the relationship with the other party
for CALD background (including for Iraqi, Lebanese and Turkish clients), gender, or the presence of family
violence.
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Table 4.22: Things ‘done well’ and opportunities for improvement at mediation

MEDIATION/FDR
Done well
1. Satisfaction with mediator/s
2. Improved communication with former partner
3. General satisfaction
Opportunities for improvement
1. Improvements regarding mediators
a. Mediators should have authority (make decisions, give advice)
b. Biased mediator/s
c. Inexperienced or unhelpful mediator/s
2. Control and motivation of former partner
3. Timeliness
a. Too much waiting
b. Shuttle mediation takes too long
c. Longer time for mediation needed
4. Access
a. Location
b. Cost183
c. Safety (meeting ex-partner in waiting room uncomfortable)
d. Communication between FRCB and clients
5. Mediation process
a. Include children in mediation
b. Should be face to face
c. Explore underlying issues
6. Legal matters
a. Information from mediation should be communicated to Court
b. Agreement should be legally binding
7. Mediation unsuitable for my situation (less useful after a long time)
As is often the case, the variety of suggestions for what could be improved was
greater than what was done well. The first theme related to mediator conduct,
with some clients complaining that a mediator showed bias or believing that a
mediator was inexperienced or too young to mediate family disputes.184 Some
participants believed that the process could be improved by endowing the
mediators and the FRCB with more authority to make decisions and with
coercive power to influence their former partner to participate in negotiations.
Other suggestions for improvement related to the effectiveness criteria of
timeliness and accessibility. A number of participants felt that the process
183

Please see footnote 185 for comment regarding the cost of FDR at the FRCB.
In some cases the parties who made this suggestion were referring to a trainee mediator. In other cases they
believed that a Family Dispute Resolution Practitioner should be older and personally experienced with marriage
or divorce – however this was a suggestion rather than a complaint.
184
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dragged on too long from the time they contacted the FRCB to the time of
mediation, others complained about the process of shuttle mediation being
prolonged (and one participant suggested having a teleconference available),
while others yet would have liked more time for their mediation. These ideas
suggest that to serve its clients better, the FRCB could customise its process to
meet the needs and circumstances of individual clients, though there are clear
limits in the relevant legislation of what FDRPs are permitted to do. There may
be other considerations such as matching the age of the mediator with the clients
and how trainee mediators may be better coached or mentored.
In terms of access, several clients felt that the location of the FRCB was
unsuitable. Specifically, they were concerned about the train station and felt
threatened by its surroundings, and some also disliked the lack of cleanliness on
the exterior of the FRCB (they were pleased with the interior). Issues regarding
the cost of the mediation185, safety and comfort, and clarity of communication
were also raised as opportunities for improvement.
Finally, participants made suggestions for improving the mediation process by
including children where appropriate and exploring underlying issues, such as
why a relationship broke down, before moving forward to explore solutions to
child access. Some clients expressed the wish for the FRCB to have a more
determinative or legal role, while others felt that mediation was inappropriate
for their situation and a court proceeding would have been more direct and
suitable.
While it is important to be cognisant of clients’ ideas on how the service can be
improved to meet their needs, the above reported suggestions for improvement
are not always realistic or informed by an in-depth understanding of the values
and limitations of FDR. The main realistic message emerging from the
suggestions is to have more flexibility in the current process and integration of
other services in the FRCB model. It is important to spend time with each client,
listen to their wishes and concerns, and customise the service to meet their
individual needs.
Overall FRCB service
Using the same method as shown in Table 4.22, Table 4.23 outlines what was
done well and opportunities for improvement regarding the overall FRCB
service. Clients praised the helpful referrals, flexible staff, organisation and effort
of the FRCB.
One of the main concerns reported by male clients was a perception that the
Australian legal system favours women. Some men felt disadvantaged by family
law and also by the approach taken at mediation, where they thought their
female ex-partners had the upper hand.

185

Please note that although the FRCB price policy states that the first three hours of FDR are free and after this
time a cost will be incurred (standard FRC document), the FRCB has never charged any client for FDR. It appears
that the survey participants were basing their recommendation regarding the cost reduction/omission on their
expectations of what might happen, rather than what actually happened.
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“The family law situation disadvantages men. I’ve spent $40,000 since
2006 in Court to see my children. A lot of people give up.”
Former male FRCB client (Italian-Australian background)

“The system is on the woman’s side. The man has to fight the system and it’s an
uphill battle. I’m waiting for my four-year-old daughter to turn 18 and contact
me if she wants to. I don’t know what else I can do. Sometimes it’s easier to walk
away than keep fighting for no reason.”
Former male FRCB client (Australian background)

Table 4.23: Things ‘done well’ and opportunities for improvement for the overall FRCB
service

OVERALL SERVICE
Done well
1. General satisfaction
a. Intention to recommend to others
b. ‘They did all they could’ but no agreement was reached
2. Helpful referrals
3. Flexible and helpful staff
4. Well organised
Opportunities for improvement
1. System favours women
2. External appearance of FRCB
3. Timeliness
a. Bureaucracy
4. Customise process to clients
5. Financial concerns
a. Lower income clients should be assisted
b. Fewer sessions to reduce costs
6. Provide follow-up phone-calls
7. Address women’s fears
8. Some things are out of FRCB’s control
Other themes besides those already addressed under improvements to
mediation (above in the section on Table 4.22) included suggestions for the
FRCB to follow-up on clients who had a difficult time to ensure they are okay and
to provide special assistance to women who may be fearful of their ex-partners.186

186

Please note that this suggestion was only made by one female client.
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4.4

Summary of findings

The majority of FRCB clients identified themselves as having an ‘Australian’
cultural background (53.5 per cent), the second biggest category was ‘Italian’
(5.9 per cent) and the third ‘Greek and/or Cypriot’ (4.6 per cent). In comparing
FRCB clients with the general population of the City of Hume, it was noted that
people born in western countries (Australia, NZ, the UK and the USA) were more
likely to access the FRCB (at the FRA stage) than people born in other overseas
countries. There may be a variety of reasons for this difference, including that
overseas born residents of the City of Hume may be unaware of available
services or perceive that a service would not meet specific cultural needs.
Nevertheless, in comparing the proportion of FRCB clients born in Iraq, Lebanon
and Turkey, it was found that it reflected the population percentages in the City
of Hume in general.
Out of the 228 cases that were opened and closed at the FRCB from 1 May 2009
to 30 April 2010, 25.4 per cent left the service at the Information Session, 39.9
per cent left at FRA, and 34.2 per cent went all the way through to FDR. Survey
results indicated relatively high satisfaction with the Intake process (M=7.36 out
of 10) and with the Information Session (M=7.99 out of 10). The major reason
why clients reported they did not continue after Intake was because they had
worked the situation out by themselves, and the foremost reason for not
proceeding after the Information Session was because they reported that their
partner would not agree to participate further. As might be expected, satisfaction
ratings showed those who did not continue after Intake were less satisfied than
those who went further in the process. If they left the Centre without completing
the process, FRCB clients reported they were likely to seek assistance elsewhere.
Specifically, 58.3 per cent (n=7 out of 12) of clients who did not continue after
Intake and 50 per cent (n=10 out of 20) of clients who left the service at the
Information Session sought assistance from another service. Assistance was
most frequently sought from another FRC or from counsellors, psychologists or
social workers.
Overall, the mediation process was deemed effective, with participants
indicating they felt treated with respect by the mediator, understood what was
going on and generally agreed that the process was fair. They did not feel
pressured to settle their dispute; nor did they feel they needed a support person
during the process. Generally, participants reported that they would not have
preferred to go directly to court. These are positive findings indicating the FRCB
is providing an efficient and fair mediation process.
47.6 per cent (20 out of 42) of survey participants who completed FDR reported
reaching some sort of agreement at mediation, and 65 per cent (n=13 out of 20)
of the agreements were still in place at the time of the survey (on average 8.6
months after mediation). Ratings of mediation outcomes showed participants
felt they had a good understanding of the agreements they reached at mediation,
but their satisfaction with them was only moderate, and they felt they had only
moderate control over the outcomes of their disputes. However, the mean rating
of 7 out of 10 for the agreement being ‘practical, realistic and workable’, a similar
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level of satisfaction with the agreement when it was reached and months later,
and the fact that 65 per cent of agreements were ‘still in place’ at the time of
interview all suggest that in cases where an agreement was reached, it has been
relatively durable. The most common reason provided for why an agreement
was no longer in place was because the ‘former partner broke the agreement’.
Survey participants suggested several opportunities for improvement for each
stage of the FRCB process and for the service overall. Suggestions were made in
regards to mediator conduct, process decisions, timeliness, access and the legal
aspects of FDR. The overarching message was to have a more flexible and
integrative service, customise the process to meet the individual needs of clients
and steer away from a ‘one-size-fits-all’ approach.
4.5

Recommendations



Customise the stages and nature of the process to meet the needs of
individual clients. For example, clients who have been separated for a
long time or those who have attended the session elsewhere may not
need to attend the Information Session. Greater attention paid to the
needs of individual clients at the front end of the FRCB process (e.g. at
Intake) may contribute to greater satisfaction and lasting outcomes. This
includes how well a client has understood the information provided,
identification of issues of concern to them, and the type of information
and/or discussion they may require in order to understand better their
situation, their own rights and interests and those of others involved.



Where appropriate, provide more time for mediation parties to
understand all necessary information and discuss all relevant underlying
issues during mediation and ensure parties comprehend the legal and
other information provided to protect their best interests and the best
interests of children and to help them with decision making.187



Offer the option of a teleconference in shuttle mediation and provide the
option for longer mediation sessions where requested by clients.



Collect at Intake information on country of birth, date of arrival in
Australia, main language spoken at home, education, income and
occupational categories to enable more accurate comparisons between
FRCB clients and data from the Australian Bureau of Statistics.



Update the FRCB electronic case management system to allow easy
identification of: how many clients actually attended (not just enrolled to
attend) each stage, and the outcomes of FDR.

187

Prior to the conclusion of this evaluation, the FRCB have started to address some of these issues. For example
in May 2010, the Centre established a relationship with the Broadmeadows and Moonee Valley Community Legal
Centres to offer individual appointments to their clients to ensure they understand appropriate legal information.
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Conduct a longitudinal study with a focus on outcomes over a five-year
period in order to examine the durability of outcomes over the long term.
Enrol clients in research at the end of their mediation session and offer
incentives for their participation.



Conduct regular evaluation studies in order to monitor the effect of any
changes to the FRCB model, using the current study as a baseline for
measurement.
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Chapter 5
Family Relationship Centre Broadmeadows and
the Local CALD Communities
In this Chapter, the needs and services provided by the Family Relationship
Centre Broadmeadows (FRCB) to existing and potential clients from Culturally
and Linguistically Diverse (CALD) backgrounds are examined. A range of data
sources is drawn upon to answer the research questions regarding the
effectiveness of the current service model and opportunities for improvement.
These sources include FRCB client records (n=456), surveys of existing FRCB
clients (who had accessed the service from May 2009 – April 2010; n=76), focus
groups with people from the major CALD groups in the City of Hume (Iraqi,
Lebanese and Turkish; n=71), and interviews with employees of organisations
providing services for family disputes and family violence (‘Agency
representatives’; n=8) and representatives from Iraqi, Lebanese and Turkish
communities (‘CALD community representatives’; n=10).188 Research questions
are answered using a mixture of data sources to gain several perspectives on an
issue. Each data source consulted is identified by an appropriate heading.
5.1

Access and CALD clients

What CALD groups are accessing the FRCB services, in what percentages and
stages? Are there differences between CALD and non-CALD communities in
accessing the service?
FRCB records
International and Australian literature indicates that a lower percentage of CALD
families access family services than mainstream families.189 The general
breakdown of who is accessing the FRCB was presented earlier in Chapter 4,
Table 4.1. As stated in Chapter 4, an analysis of FRCB records revealed that
people born overseas (except those born in NZ, UK, USA, Iraq, Lebanon and
Turkey) may be less likely to access the FRCB than other residents from the City
of Hume.190
Figure 5.1 groups FRCB clients according to the cultural/ethnic background191
they identified themselves at intake (not according to their country of birth) and
displays the stage of the FRCB process at which they left the service (Information
Session, Family Relationship Assessment (FRA), Family Dispute Resolution
188

For details of methodologies and participants, see Chapter 4.
See Chapter 2 for review of literature
190
See page 51
191
Clients‟ cultural background was classified into regions using the Australian Bureau of Statistics 1269.0 –
Standard Australian Classification of Countries (SACC), Second Edition. Available on the internet at
http://www.abs.gov.au/AUSSTATS/abs@.nsf/DetailsPage/1269.0Second%20Edition?OpenDocument (Last
accessed on 11 December, 2010)
189
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(FDR)). These stages are based on FRCB records, and clients classified under
‘Information Session’ may or may not have attended the session, but merely been
booked to attend it. This also applies for those displayed under FRA and FDR.
Clients tended to leave the service at similar rates across the three stages, and
the differences regarding the stage of completion did not differ (statistically) by
cultural background.192
Stage achieved by ethnicity
70.00%
60.00%
50.00%
40.00%

Information
Session
FRA

30.00%
20.00%

FDR

10.00%
0.00%

Figure 5.1: Percentage of key stages of the FRCB process achieved by different
groups of clients. Cultural/ethnic background categorisation based on self-identified
cultural background at intake (not country of birth).
The same information presented in Figure 5.1 is categorised and depicted in a
different way in Figure 5.2 below. Using the self-identified cultural background
provided by clients at intake, the graph differentiates between CALD and nonCALD193 clients and displays the percentage from each group that leave the
service at each stage (this time the total for each group is 100 per cent). A larger
proportion of CALD clients left the service at FRA, but the differences between
the groups were not statistically significant.194

(² (10, N=430)=10.43, p=.40). South-East Asia, Southern and Central Asia, The Americas and Sub-Saharan
Africa were collapsed into the “other” category due to their low numbers.
193
“Non-CALD”=anyone who identifies as Australian, UK, USA and NZ; “CALD” = all others (includes people
born in Australia who do not identify as “Australian”).
194
(² (2, N=430)=1.35, p=.51).
192
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Stage Achieved by CALD Status
45.00%
40.00%
35.00%
30.00%
25.00%

Information Session

20.00%

FRA

15.00%

FDR

10.00%
5.00%
0.00%
CALD

non-CALD

Figure 5.2: Stage of process achieved by CALD and non-CALD FRCB clients (Total n=430;
CALD n=157; non-CALD n=273).

FRCB records
A similar and slightly stronger pattern of the differences in the stage achieved by
CALD and non-CALD clients emerged when they were compared by their country
of birth. Figure 5.3 displays similar information as Figure 5.2, but with clients
classified by their country of birth (this information was obtained from the ‘FRSP
online national data collection’ questionnaire, which is completed by clients who
reach FRA and therefore is not available for clients who dropped out at
Information Session).
As indicated in Figure 5.3 below, clients born in Iraq, Lebanon and Turkey left
the service at the same rate as clients born in Australia, New Zealand (NZ),
United Kingdom (UK) and the United States of America (USA), but clients born in
other overseas countries tended to leave the service more at FRA and not
complete mediation. The higher rate at which overseas-born clients (excluding
those born in Iraq, Lebanon, Turkey, NZ, UK, USA) left the service at FRA was
significantly different,195 and for this reason it is important to monitor the
progress of such clients more closely.

195

(² (2, N=217)=6.24, p=.04).
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Final stage achieved by country of birth
70.00%
60.00%
50.00%
40.00%
FRA

30.00%

FDR

20.00%
10.00%
0.00%
Iraq, Lebanon, Turkey Australia, NZ, UK, USA All other countries

Figure 5.3: Final stage of process achieved by clients born in Iraq, Lebanon and Turkey,
clients born in Australia, NZ, UK, USA, and clients born in all other countries. (Total n=217;
Group 1 n=19; Group 2 n=175; Group 3 n=23)

Focus groups
Although focus group participants were not FRCB clients, data collected from the
groups may be used to better understand how the FRCB can improve service to,
and increase access of, the local CALD communities. Focus groups were held with
the Lebanese, Iraqi and Turkish men and women separately. This data will be
analysed based on barriers to accessing services identified by Sawrikar et al.196
Cultural barriers to access
Cultural barriers include language difficulties; differences in cultural norms
relating to families; traditional gender roles and fear of authorities or past
negative experience of contact with authorities. Analysis of the focus group data
confirmed that differences in cultural norms and traditional gender roles are
significant barriers that may prevent members of these groups from accessing
family services. When asked about their approaches to resolving family disputes,
focus group participants revealed support is mostly sought from family and
friends, religious leaders, and elders, although some also revealed that they
would seek assistance from social workers and lawyers.197 Participants also
revealed that due to shame about separation and family problems generally,
disputing couples often would rather hide their problems than seek help. The
concept of face-saving198 thus appears to affect whether or not CALD group
members will access mainstream services for assistance with family disputes.
This finding also highlights differences in cultural norms between collectivist
and individualist cultures.199

196

Sawrikar, P., Griffiths, M., & Muir, K. (2008). Mentoring Culturally and linguistically Diverse (CALD) Young
People: The Case of Horn of Africa Young People in Australia Report. National Youth Affairs Research Scheme,
Canberra.
197
See focus group analysis on page 95
198
Chapter 2, pg 21
199
Chapter 2, pg 19
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Also significant in relation to cultural norms is the issue of reconciliation.
Members of the Turkish, Iraqi and Lebanese groups who participated in a focus
group revealed that traditional dispute resolution within these communities
focuses on reconciliation rather than separation, whereas mainstream dispute
resolution services appear to centre on separation and divorce. More
conservative Turkish women were sceptical about accessing mainstream
services because of the perception that the process will be directed at divorce
rather than reconciliation. Likewise Iraqi men felt that mainstream mediation
lacks focus because it is directed at achieving the individual goals of the parties
rather than promote reconciliation. Similar findings were also revealed in
Lebanese groups.
Australian courts are “legalistic” and “individualistic”, and “they
do not encourage dialogue”. Iraqi courts “engage all parties and
encourage collective reconciliation”.
Iraqi men on different court orientations

Focus group participants also spoke of a fear of official authorities and identified
negative experiences with government agencies in the past as a barrier to access.
Negative past encounters have led to mistrust of government agencies and
constitute a barrier to accessing family services for such people. There was also
the perception that Australian law, and therefore services, are biased in favour of
women, which leads to a reversal of traditional gender roles. 200
It is important to note that language was not identified as a major barrier to
accessing services, although participants recommended the use of interpreters
as a way of making services more culturally appropriate. This indicates the
language barrier may be overcome by providing competent interpreters, as well
as employing more service staff who speak the language of the client groups.
As religion and culture are intertwined, researchers asked focus group and
survey participants to identify their religion. While some participants identified
their religion, others did not. 42.9 per cent of Lebanese focus group women
indicated that religion was not an issue and did not specify their religion. 57.1
per cent identified themselves as Muslim. While this does not provide
information as to the appropriateness of FRCB services, it shows there may be
sensitivities around the identification of religion, which service providers need
to be aware and address in order to be seen as more culturally appropriate.
Of all other focus groups participants, only the Iraqi Chaldean women identified
themselves as Christians. All other focus group participants identified
themselves as Muslims. However, comparisons of themes arising from the Iraqi
Muslim women’s group and the Iraqi Chaldean Catholic women’s group indicate
no major differences in perceptions of conflict and approaches to dealing with
200

This was discussed in Armstrong, S., (2010). Enhancing Access to Family Dispute Resolution for Families
from Culturally and Linguistically Diverse Backgrounds. Australian Family Relation Clearinghouse, Briefing No
18, pp. 6-7.
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conflict. Both groups indicated that they would look for assistance from family,
friends and religious leaders for family disputes. Iraqi Chaldean women also
mentioned seeking help from doctors and other professional services. Iraqi
Muslim women emphasised stigmatisation and blame directed at women when
seeking assistance for family disputes more than Iraqi Chaldean women.
However, Iraqi Chaldean women commented that shame had been a major
barrier against seeking assistance for family disputes and separation, but felt
most women are now more aware of their rights and would be more willing to
ask for help. Researchers also observed intergenerational differences among the
Chaldean women: younger women tended to be more willing to seek assistance
from mainstream services than older women. Nevertheless, both women groups
commented that women are treated more fairly within the Australian society. In
short, there is a shared perception that women are more aware of their rights in
Australia than their home countries to the extent that they exist.
Neither the survey participants nor the focus group participants identified
religious differences as a barrier to accessing FRCB services, but participants
suggested that the FRCB could make use of religious leaders to make their
services more culturally appropriate.
Structural barriers to access
Structural barriers identified in the literature include location of service, nonavailability of child care services at centres, and lack of awareness of service.
Aside from cultural barriers, lack of awareness of service is a major barrier to
access. When asked about FRCB services, the majority of focus group
participants said they were not aware of them.
Service-related barriers to access
Service-related barriers include cultural inappropriateness and lack of cultural
diversity in the workforce leading to a perception that the service is not relevant
to the needs of CALD groups. Due to the fact that focus group participants were
not aware of the FRCB, they could not comment on these. However, there
appears to be a general perception that mainstream services may not be
culturally appropriate for CALD communities due to differences in world view.
Most CALD communities are collectivist in their orientation, and approaches to
problem-solving differ between collectivist and individualist cultures.201 For
example, in the Iraqi men’s focus group, participants specifically commented on
the individualistic approach to resolving family disputes in Australia. The
participants also criticised the focus on separation and divorce rather than
reconciliation.
Survey results
Analysis of survey data revealed factors that may be responsible for the
difference rates of access by CALD and non-CALD clients. Out of 76 clients who
participated in the survey, 11 identified themselves as CALD, with three born in
Lebanon, two in Iraq and two in Turkey. Four participants also identified
201

Refer to Chapter 2 p.18.
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themselves as Muslim, including one born in Australia, two born in Turkey and
one born in Lebanon. Survey participants included those who have either
attended an Information Session, FRA or FDR. Later in this Chapter, Table 5.6
outlines the themes identified by CALD survey participants in relation to the
opportunities for improvement for handling cultural issues. In this part of the
Chapter, some of these themes are discussed in relation to the literature below.
Cultural barriers to access
Given that clients who participated in the survey had accessed the FRCB, issues
raised only serve to reinforce or contest barriers identified in literature and
through focus group analyses above. Findings may also relate to service-related
access.
Survey participants identified language and lack of knowledge of cultural norms
may impact on whether CALD community members will access service:
“[They] need more Arabic-speaking mediators from Arabic
backgrounds.”
Former FRCB client from a Lebanese background

“FRCB should learn more about Turkish community lifestyle. Separated
people always move back into their parents' households. Female takes
majority of assets and kids, and father starts from scratch. Not sure
what FRCB could do, but they could understand this more”.
Former FRCB clients from a Turkish background

Clients’ perception of the knowledge of cultural norms by service providers may
improve access. Language may also be a barrier to access if potential clients are
not aware that interpreting services will be provided when requested. Out of 76
participants, five required the use of an interpreter, and satisfaction level with
them was quite high.202
Structural barriers to access
Given that survey participants had accessed the service, they had no issues about
structural barriers. Survey participants, however, highlighted the importance of
improving awareness of the FRCB service. For example, a former Chilean client
commented on the lack of knowledge about the service:
“Nobody knows that the service exists.”
Former FRCB clients from a Chilean background
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This was confirmed by the fact that in general focus group participants were
unaware of the service, although some were of the view that close proximity of
the service to the Broadmeadows train station facilitated their awareness of the
service.
Other issues relating to location of the service were the high crime rate and
cleanliness of the surroundings:
“The venue at Broadmeadows was disgusting. Violent area at
night. Unsafe. Uncomfortable. Not signs directing to the centre.”
Former FRCB client
Service-related barriers to access
Survey participants had divergent opinions about the FRCB service and barriers
that may arise from the service itself. Issues raised include diversity in
workforce, that is a need for more Arabic-speaking mediators, and more
information in other languages. One participant from the Cook Islands
commented that culture was not discussed at all in the FDR process, only at
Intake.

“Didn’t bring culture into it. They only asked about culture at
the intake interview.”
Former FRCB clients from a Cook Islands background

Acculturation
This section analyses both focus group and survey data.
The level of acculturation impacts on an individual’s willingness to access
services and mitigates barriers to access.
Acculturation comprehends those phenomena which result when groups of
individuals having different cultures come into continuous first-hand
contact, with subsequent changes in the original patterns of either or both
203
groups.

In other words, acculturation involves changes that occur to individuals or
groups when they find themselves in continuous contact with other cultures. The
level of acculturation may also be affected by individuals’ level of education,
status, media exposure, and socialisation.204 Acculturation may result in
‘relinquishing values, norms, behaviours of heritage culture and substituting
203
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those of the dominant, assimilative cultures’.205 Literature also shows that
‘adaptation to the new cultural context takes place’ after a period of time.206 The
present research found acculturation is a factor in participants’ willingness to
seek assistance for family disputes and in attitudes towards divorce and
separation. In short, survey and focus group demographics reveal that length of
time in Australia (an acculturative factor) affects access to services.
For survey participants who have accessed the service, the issue is not one of
access but whether or not the services were found to be culturally appropriate.
Iraqi, Lebanese and Turkish survey participants with an average length of time in
Australia of 20 years reported being more likely to seek assistance from family
services, whilst focus group participants, particularly the Iraqi Chaldean and
Iraqi Muslim women, who have lived for a lesser period of time in Australia
(average length of time in Australia being 8.2 and 4.3 years respectively), were
more reluctant to access services.
Analysis of focus group data also showed that the longer the length of time lived
in Australia, the less the shame felt towards taking advantage of family related
services and towards divorce. The researchers observed within the focus groups
particular differences between the older and younger generations. Younger
women showed more willingness to access services than older women. Within
the Iraqi Chaldean women’s group, there were diverging views in relation to
separation and divorce and seeking assistance. The researchers observed that
younger women within the group and those who have lived for greater number
of years in Australia were more willing to access services.
What are the outcomes for major CALD groups seeking FRCB services?
FRCB records
The FRCB notes the outcome for each client on a ‘Client Activity Outcome’ form.
The results recorded were used to compare the outcomes for CALD and nonCALD clients, classified according to their birth country (based on ‘FRSP online
national data collection’ questionnaire; non-CALD = clients born in Australia, NZ,
UK and the USA; CALD = all others).
Outcome assessed by FDR Practitioner
Figure 5.4 outlines the outcomes, as assessed by the FRCB FDR practitioners, for
CALD and non-CALD groups. The differences in outcomes between CALD and
non-CALD clients were statistically significant.207 Specifically, the percentage of
CALD clients presenting with matters ‘inappropriate for resolution’ was higher
than the percentage of non-CALD clients in this category. FRCB’s systematic
records do not indicate what constitutes such matters, but monitoring and closer
inspection of such matters would be appropriate to attempt to reduce the
observed difference. The literature reveals that aside from barriers to access
Ward, C. (1996). „Acculturation‟. In D. Landisand R. S Bhagat (Eds), Handbook of Intercultural training (2nd
ed., pp. 124-140). Thousand Oaks, CA, Sage Publications, p. 124- 140 at 129.
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Kagitçibasi, (Eds), Handbook of Cross-Cultural Psychology: Volume 3- Social Behavior and Applications, Allyn
and Bacon, p. 299
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perceived by clients, practitioners themselves may perceive or experience
certain barriers, including lack of confidence in addressing the needs of
culturally diverse population.208 Other barriers include institutional racism, which
relates to discriminatory policies and practices, and insufficient resources.209 The
researchers did not specifically investigate these issues, participants did not
raise such questions, and staff members were not interviewed as part of this
research, so no conclusions can be drawn on this matter. Nevertheless, future
research could investigate perceived or experienced barriers on the part of
practitioners and staff members of the FRCB.
Outcome (assessed by FDR Practitioner) for CALD and
non-CALD clients
80%
70%
50%

Not held due to refusal or
failure of other person to
attend

40%

Attended - genuine effort

60%

30%
20%

Matter inappropriate for
resolution

10%
0%
CALD

non-CALD

Figure 5.4: Outcome of FDR session (as assessed by the FDR Practitioner) for CALD and nonCALD (born in Aus, NZ, USA and UK) clients. (Total n=184; CALD n=35; non-CALD n=149)

Certificate for the Family Court
It follows logically that the proportion of Certificates for the Family Court within
a group whose matters are ‘inappropriate for resolution’ would be higher than
for groups having appropriate matters, and this trend was observed for CALD
clients. As outlined in Figure 5.5, CALD clients were issued with Certificates more
frequently than non-CALD clients. This difference was statistically significant.210

208

Sawrikar, P., Griffiths, M., & Muir, K., (2008). Mentoring Culturally and linguistically Diverse (CALD) Young
People: The Case of Horn of Africa Young People in Australia Report. National Youth Affairs Research Scheme,
Canberra. pp.11
209
Sawrikar, P., Griffiths, M., & Muir, K., (2008). Mentoring Culturally and linguistically Diverse (CALD) Young
People: The Case of Horn of Africa Young People in Australia Report. National Youth Affairs Research Scheme,
Canberra. pp.11
210
(² with Continuity Correction (1, N=253)= 5.5, p=.02).

90

Issue of Certificate for Family Court
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Figure 5.5: Percentage of how often a Certificate for the Family Court was issued to CALD
and non-CALD clients (Total n=253; CALD n=90; non-CALD n=163).

Parenting agreements
Finally, the above trend is also somewhat reflected in the ‘outcome’ of parenting
agreements (i.e. ‘full agreement’, ‘partial agreement’, ‘no agreement’). No
differences were observed between CALD and non-CALD clients, but there was a
difference between CALD clients who have lived in Australia for shorter (less
than 15 years) and longer (more than 15 years) periods of time.
As shown in Figure 5.6, FRCB clients born overseas who have lived in Australia
for less than 15 years were less likely to reach agreement than clients who were
born overseas but have lived in Australia for more than 15 years.211
Parenting agreement outcome by length of time in Australia
90.00%
80.00%
70.00%
60.00%

Full agreement

50.00%
40.00%

No agreement

30.00%
20.00%

Partial agreement or
deferred

10.00%
0.00%
Less than 15 years in More than 15 years in
Australia
Australia

Figure 5.6: Parenting agreement outcomes for CALD clients who have lived in Australia for
less than 15 years and longer than 15 years. (Total n=45; <15 years n=19; >15 years n=26).
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This finding suggests that with length of time in Australia, people are more likely
to understand and feel comfortable with the ‘mainstream’ process and follow the
service norms to work towards a mutually beneficial agreement. This tendency
was reflected in the focus groups with CALD participants,212 where, for example,
the Turkish men and women said that because their community had lived in
Australia for such a long time, they were more likely to use ‘mainstream’ services
than more recently arrived migrants.
5.2

Is the service culturally appropriate?

The issues of culture and culturally appropriate approaches to family disputes
are extremely complex and deserve deep examination. The researchers
experienced difficulties in reaching a large number of overseas-born CALD
(FRCB) clients or those born in Australia who identified strongly as CALD for the
telephone survey. Some of these difficulties related to a lack of interest from the
clients, disconnected numbers and language problems. To compensate for low
client numbers, face-to-face interviews and focus group discussion were
conducted with members of the main CALD groups living in the City of Hume
(Iraqi, Lebanese and Turkish people).
Where else are potential CALD clients going?
Focus group and interview data
To complement and expand the results of the survey, the researchers conducted
seven focus groups and 17 in-depth interviews. The focus groups were
conducted with 71 participants from Iraqi (Muslim and Chaldean Catholic),
Turkish and Lebanese communities who lived in FRCB’s catchment area. Women
and men participated in separate sessions, and the questions posed by the
researchers focused on traditional approaches to family conflict, types of family
support services accessed by community members and opportunities for making
the FRCB more culturally appropriate.213
The in-depth interviews were conducted with eight employees (‘agency
representatives’) of organisations delivering services related to family disputes
(e.g. Legal Aid, Anglicare-Broadmeadows Women’s Community House)214 and
with ten representatives from the Iraqi, Lebanese and Turkish communities
(‘CALD community representatives’, i.e. leaders of community organisations,
prominent social workers etc.).215
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What do Iraqi, Turkish and Lebanese community members do when they have
troubles with their spouse and when they are separating?
Focus group results
The focus group discussions examined this research question with Turkish, Iraqi
and Lebanese community members, examining in detail what constitutes a
family dispute and how it is dealt with in each community. Separation and
divorce were seen as the last resort to marriage problems by most of the groups
and were deemed to be not very common, with the exception of the Turkish
participants, who believed that separation and divorce in their community were
as common as in mainstream Australian community. In the Iraqi men’s group, an
emphasis was placed on reconciliation and keeping the family together. The
researchers observed that participants who had lived in Australia longer (mainly
the Turkish and some Lebanese participants) were more likely to espouse
mainstream Australian attitudes and use mainstream services. Younger people –
and this was particularly salient in the women’s groups – were also less
traditional and more knowledgeable and comfortable with mainstream
approaches than their older counterparts. Finally, participants who seemed to
have a stronger link to their religious traditions were also more likely to endorse
views that marriage is a religious commitment and that separation and divorce
are not favoured or even acceptable.
The approaches to dealing with spousal problems and separation identified by
Iraqi, Lebanese and Turkish men and women are summarised in Table 5.1. Many
of the approaches to dealing with spousal and family problems identified by the
focus group participants are similar to those common to mainstream Australia.
For example, participants indicated that they would speak to their family and
friends, consult professionals such as social workers, and call the police. The
preference to speak to family and friends differed across individuals and groups,
with some people believing that speaking to family would make the problem
bigger, because they saw family members as likely to take sides. Speaking to
friends about problems was generally an endorsed approach, although some
participants felt that their friends would gossip and could not be trusted.
“Don’t give your secrets to your friend!”
Turkish woman on dealing with family conflict.
Two approaches that may be less common in the mainstream but were very
prominent in the focus groups were to hide the problems and to seek advice
from religious leaders and/or find comfort in religion. The ‘hiding of problems’
was often associated with the way women handle family conflict, including
family violence.216 People often keep such abuse or conflict to themselves,
because they are too embarrassed or ashamed to share it with others, they may
not have adequate family presence or support in Australia, or they may be
hesitant to involve authorities for fear of exacerbating the problem.
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“I swallow it”
“I complain to God”
Iraqi women on their approach to family
problems.

In addition to approaching religious leaders, Iraqi and Lebanese participants
reflected the collectivist nature of their communities by disclosing that they
would also seek help from ‘the community’ or respected elders at times of family
trouble. The Turkish participants, who on average had lived in Australia for over
30 years, identified many mainstream services as places where they would seek
help for their family problems, and the Lebanese men, who were younger than
other similar participants, were comfortable turning to the internet in such
circumstances. The Lebanese men also mentioned that going to the Imam would
not preserve desired confidentiality.
Table 5.1: Approaches to spouse problems and separation: Summary of themes by cultural
group.

Approaches identified by all
cultural groups







Lebanese and Turkish





Iraqi and Lebanese
Iraqi and Turkish
Turkish only









Lebanese only





Hide problems
Family and/or friends
Religious leaders and/or religion
Police
Social workers, counsellors, doctors
and other professional services
Work it out themselves
Court
Divorce is no longer stigmatised
(accepted more in Australia)
Community and elders
Emphasis on staying together
Lawyers
Marriage celebrants
Children
Family services
Shame associated with accessing family
services
Scepticism of services
Internet
Neighbourhood House

Interview results
The themes that emerged from the in-depth interviews with ten CALD
community representatives were similar to those obtained in the focus groups.
In addition, one or more representatives made the following observations about
their communities:
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Recently arrived migrants and first generation migrants are more likely to
keep the matter to themselves and less likely to seek outside help. This is
especially the case from Shia Muslims from Iraq.
Iraqi Muslims may ask for wise arbiters from the community to resolve a
family conflict. This is an extension of approaching religious and
community elders at times of family conflict.
Muslims may see divorce as hurtful to God. It is imperative that an
individual sacrifices their personal interests for the sake of the children
and family system. Couples may however separate until such time as they
are able to reconcile.

Survey results
Survey participants who identified strongly with a cultural background other
than Australian, UK, USA and NZ were also asked ‘What do members of your
community do when they are separating from their partner or spouse?’ A
summary of the themes found in their responses is presented in Table 5.2.
The main themes are similar to those identified by the focus group participants,
except that survey respondents did not identify ‘hiding problems’ as a major
approach (although several survey participants mentioned that it was a private
matter). Several CALD survey participants felt that they could not answer this
question as they were out of touch with their ‘traditional’ cultures.
Table 5.2: Traditional cultural approaches to dealing with family conflict. Themes identified
in surveys.

1. Seek assistance from family and friends
a. (Chaldean, Cook Islands, Greek, Iraqi, Italian, Lebanese, Maltese,
Samoan, Turkish)
2. Seek assistance from religious leaders
a. (Greek, Lebanese, Iraqi)
3. Contact agencies and government organisations
a. (Iraqi, Chaldean, Greek)
4. Divorce is shameful in our culture
a. (Iraqi, Turkish)
5. Don’t know – out of touch with ‘traditional’ culture
a. (Chilean, Greek, Indian)
Although there was only a small thematic difference between the focus group
and survey participants, it is interesting that the latter group, who were all
former FRCB clients, did not identify ‘hiding problems’ as a major approach to
dealing with spousal conflict. This may be due to a variety of reasons, such as the
nature of the phone interview or the fact that because they themselves sought
government services to assist with their family dispute, ‘hiding’ the problem
seemed less of a common response.
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Differences in men and women’s experience of family conflict
Focus group results
Differences in the way male and female participants experience family conflict
are summarised in Table 5.3. While most participants agreed that physical family
violence (see discussion on family violence on p121) was more frequently
perpetuated by men towards women, there was also an acknowledgement that
women could be the cause of abuse and that men could be the victims. All three
CALD groups at some point articulated the opinion that Australian law favoured
women over men and, as a result, women received a larger share of material
possessions, and their access to the children was easier. There was no agreement
about the overall impact of separation and divorce on men compared with
women, with participants outlining cases where either men or women suffered
more – both physically and emotionally. A clear exception to this view came from
the Iraqi women (both Muslim and Chaldean Catholic), who believed that women
were almost always worse off and that society always allocated blame for family
problems to them. It is notable that these women had lived in Australia for the
shortest period of time (Iraqi Muslim women had lived in Australia an average of
4.35 years and the average for Iraqi Chaldean Catholic women was 8.21 years).
“Australian law favours the wife, and the husband
loses the kids.”
Iraqi man on legal bias in Australia
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Table 5.3: Differences in the way conflict is experienced by men and women: A summary of
themes.

Iraqi
Men:
 Overemphasis on
women’s rights in
Australia.
 Australian legal
system favours
women

Women:
 Stigmatisation and
blame directed at
women
 Women’s opinion is
not accepted (in
traditional Iraqi
culture)
 Family have greater
difficulty after
separation/divorce
 Women are more
emotional
 Some men try to hurt
their wives after
separation
 Sometimes men are
affected more by
separation/divorce
 Assistance for
women is available in
Australia

Turkish
Men:
 Shame over
separation no longer
an issue
 Women may be
revengeful (take
house and other
possessions)
 Both men and women
can be victims
Women:
 Women speak too
much
 Men avoid discussing
problems
 Men gamble and find
a new girlfriend when
problems arise
 Men lose their family
and home in
separation/divorce
 Divorce has a greater
effect on men
 Australian legal
system favours
women

Lebanese
Men:
 Man has a right to hit his
wife if she does something
wrong (some disagreement
on this statement)
 Australian legal system
favours women
 Lebanese law favours men
 Women born overseas are
more vulnerable
Women:
 Women suffer more than
men in family disputes
 Divorce has greater effect
on women
 Women have more
responsibility after divorce
(i.e. children)
 Women can perpetuate
conflict
 Divorce is no longer
stigmatised
 Lebanese men feel more
isolated and frustrated in
Australia (e.g. their degrees
are not recognised;
difficulty finding work)
 Women have low
awareness of law and
services
 Australian legal system
favours women

Interview results
In interviews the CALD community representatives added some views on how
family conflict and separation might affect men and women differently:
 Men go back to their mothers after separation. They are not used to being
independent and dependence brings about anger (Lebanese)
 Men sleep in cars (Turkish)
 Women may stay under same roof for financial reasons, shame and sake of
children – this may particularly be the case with less educated and more
conservative women (Lebanese and Turkish)
 Women may obtain an Intervention Order to keep their husbands away
(Turkish)
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Women are more knowledgeable about their rights (Lebanese)
Women enjoy greater support from the community (Lebanese) and are more
likely to use services (especially second generation women) than men
(Turkish)
Divorced Iraqi women are evicted from the community and may end up
isolated and homeless (Iraqi)
Religious leaders not trained in issues of family violence and their advice can
be detrimental to women (Iraqi).

Where else are CALD community members going?
Focus group results
Only a very small number (approximately six people) of the focus group
participants had heard of the FRCB. Those who had heard of it did so because
they had noticed it while going to Legal Aid, the Broadmeadows train station or
because they had contacted it on behalf of a friend. There was a general attitude
of ‘thank God that I or anyone from my family has not had to use the FRCB’. Given
this lack of awareness of the FRCB and FRCs in general, the researchers asked
the focus group participants what services people from their communities are
likely to access when they experience family problems. Their responses are
summarised in Table 5.4.
Table 5.4: Services accessed by CALD communities for assistance with family problems.

Services identified by all cultural
groups
Lebanese and Turkish
Iraqi and Lebanese
Turkish only

Lebanese only












Social workers, counsellors and
other professional services
Legal Aid
Police
Religious leaders
Accommodation services
Child protection services
Family Dispute Resolution Centres
Refuges
Crisis Centres
Centrelink

Iraqi, Lebanese and Turkish people living in the City of Hume area, like
mainstream Australians, are likely to access professional services such as
counsellors, social workers and Legal Aid for assistance with family disputes.
The Lebanese and Turkish participants also mentioned that turning to the police
was a viable option, while Iraqi and Lebanese participants reiterated their
preference for seeking advice from religious leaders. These differences may
reflect the differing levels of religiosity amongst the participants, with the Iraqi
and Lebanese men and women identifying more strongly with their religion.
In Iraq “marriage is a religious commitment. Legal
issues are less important!”
Iraqi man on marriage and religion.
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Interview results
The researchers also interviewed employees of eight agencies operating in the
geographic catchment area of the FRCB to find out where else potential clients
were going to seek assistance with family issues. All agencies had a large
proportion of CALD clients (70-100 per cent). While the list of interviewed
agencies is in no way exhaustive, it represents a variety of family services, and
the interviews provided valuable insights into the culture of referrals in the
area. The interviewees identified three main challenges to attracting potential
clients to the FRCB:
 There are several agencies in the City of Hume offering similar services
and competing for potential FRCB referrals (e.g. Family Works in
Broadmeadows and Victoria Legal Aid’s Roundtable Dispute
Management).
 There is at least one agency that offers similar services to the FRCB, plus a
suite of other services (Family Works)
 The FRCB is typecast as only providing mediation for separating couples
with child-related issues (i.e. those needing Parenting Agreements)
As shown in the focus group results above, CALD clients are more likely to go to a
larger, better-known service, such as Legal Aid and the police. The challenge for
the FRCB is to ensure that such organisations are well aware of the specific
services they provide and will refer appropriate disputes to them. Although the
researchers interviewed only a small number of agency representatives, which
does not constitute a representative sample, it was clear that many of these
agencies thought of the FRCB as a service for ‘separating couples with children’.
For example, a representative from the Spectrum Migrant Resource Centre said
they would not refer ‘unmarried couples with children’ or ‘couples without kids’
to the FRCB. Others mentioned that cases involving family violence or
Intervention Orders could not be referred to the FRCB (this was also reflected in
an interview with a CALD representative from a Turkish Association). Increasing
the awareness of other agencies about the service and marketing the service as
one that can assist with a number of family issues (including pre-separation
mediation, inter-generational issues) are important measures for promoting the
FRCB. Another strategy could be to discuss with these other services how they
along with the FRCB could complement rather than compete with what
processes they offer clients. This could involve identifying particular specialities
of service delivery, such as the cultural focus of the FRCB with its Cultural
Consultative Group and Consortium, and how such expertise or focus could serve
clients when services make referrals.
Is the FRCB service culturally appropriate?
Survey results
FRCB clients who self-identified as being from CALD backgrounds were asked to
rate the service on how well it responded to their cultural needs. They were
given a 10-point rating scale, where 0 represents low satisfaction and 10
represents high satisfaction. As shown in Table 5.5, the clients generally were
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satisfied with the Centre’s response to their cultural needs. Interestingly, the
ratings suggest the mediators and the mediation process were seen as even
slightly more culturally appropriate than the overall service.
Table 5.5: Cultural appropriateness of the FRCB service (n=11-16; Rating scale: 0-10, 10=high
satisfaction; 0=low satisfaction)

Questions about agreement
Overall FRCB response to cultural needs
Mediators’ address of important cultural issues
Mediators’ understanding of cultural issues
Cultural appropriateness of mediation process

M
6.94
7.42
8.21
7.42

SD
3.36
2.90
2.69
2.84

How can the FRCB make its service more culturally appropriate?
Survey results
CALD clients also were asked what the FRCB could do to serve their community
better. Their responses are summarised in eight themes, with accompanying
quotes, in Table 5.6. Having bilingual staff, who are familiar with the target CALD
groups, and information in many languages, was seen as an important
opportunity for serving local CALD communities better. The survey respondents
also talked about opportunities for the FRCB to invest more in community
education and programs targeted at potential clients and suggested that this
could be done with the assistance of influential community or religious leaders
and through offering private visits.
As noted earlier, there were a few CALD clients who saw themselves as
espousing mainstream Australian values and able to access mainstream services,
and they maintained the FRCB did not need to treat members of their cultural
groups differently from others. On the other hand, a client from the Cook Islands
mentioned that no questions were asked about cultural preferences and that
although s/he was familiar with the mainstream Australian culture, s/he would
have benefitted from discussion of traditional approaches to dispute. One way of
approaching this issue is to treat cultural appropriateness on a case-by-case
basis.
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Table 5.6: Opportunities for improvement to FRCB service articulated by CALD survey
participants

CULTURAL ISSUES
OPPORTUNITIES FOR IMPROVEMENT
1.
2.
3.
4.
5.
6.
7.
8.

Have mediators and staff from CALD communities;
Learn more about target cultures;
Reach out more broadly to affected communities;
Provide information in other languages;
Note that culture is not relevant for some communities;
Involve influential figures;
Provide home and private visits; and
Ensure culture is considered in FRCB process.

Focus group results
Although none of the focus group participants had been clients of the FRCB, the
researchers explained the services provided by the Centre to them and asked
their opinion on how such services could be improved. Their responses are
summarised in Table 5.7 and show some overlap with those by the survey
respondents but also identify new operational opportunities.
A key suggestion from these groups for improving FRCB services was to promote
them directly to Iraqi, Turkish and Lebanese communities in a variety of ways,
including local ethnic media and through the engagement of religious leaders. All
groups (particularly the women) also expressed a desire for help with issues
relating to their children. Other suggestions included the use of Arabic-speaking
staff, with the Iraqi men emphasising the importance of using respected
community leaders as mediators, and conducting mediation in a culturally
appropriate manner (i.e. with a focus on reconciliation).
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Table 5.7: Suggestions for improving FRCB services for CALD groups

Suggestions identified
by all cultural groups





Turkish and Lebanese
Lebanese and Iraqi
Iraqi only
Turkish only

Lebanese only














Engage religious leaders. Promote services
through mosque.
Promote services through ethnic community
media (newspapers, radio)
Promote services through ethnic community
groups. Increase community involvement with
FRCB.
Assist with problems with children
Assist with problems with children
Have Arabic speaking staff
Use social workers
Assist women after divorce (with
accommodation and employment etc.)
Provide outreach workers in the community
Use interpreters
Have culturally competent staff
Provide services in local area
Promote services in mainstream media
Have pamphlets in different languages
Provide services in local area

A fundamental obstacle for the FRCB in attracting clients from among Iraqi,
Lebanese and, to some extent, Turkish community members seems to be that the
perception that the underlying values of the service are not in line with the
marriage values of those cultures. The focus of FRC mediation is seen to be on
separation and assisting individuals through this difficult time. Many
participants expressed the hope that they or anyone they know never have to
use such a service. The Iraqi men were adamant that at times of family dispute,
the focus must be on reconciliation and helping families stay together. In this
collectivist culture, men and women are taught to ignore their personal needs
and wants and do what is best for the community and family. Unless the FRCB
can provide a reconciliation service which encourages, or at least provides a
legitimate option for, couples to stay together, it seems that for a proportion of
the CALD community, it will not be culturally appropriate.
“In Iraq the purpose of mediation is to help the couple to
reconcile.” In Australia “it has no clear purpose. It’s about
communication to help the couple make their own decision.”
Iraqi man on mediation

Interview results
As part of the research, CALD community representatives were interviewed.
Opinions of representatives were sought as to how the FRCB could make its
services more culturally appropriate. The findings are reported in Chapter 5 p.
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100, for the opinions of ‘CALD community representatives’ on what the FRCB can
do to respond better to the needs of CALD communities.
The FRCB model and best practice
As stated in the literature review section, there are no prescribed best practice
models for family service delivery to CALD community members. The Family
Relationship Centre Guidelines require FRCs to remove cultural and language
barriers and take specific needs of CALD clients into account in designing
process. The Guidelines also require FRCs to adapt their services to meet the
needs of a culturally diverse population.217 These Guidelines may be deemed best
practice guidelines in relation to provision of family services to CALD
communities. In reviewing literature, the researchers identified various factors
critical to successful service delivery to CALD communities.218 Most of these are
geared towards removing barriers that may be perceived to exist or are
experienced by CALD community members seeking to access mainstream family
services. Some of these practices will be discussed in comparison with existing
FRCB services based on a review of records, focus group data and interviews
with clients and community representatives.
Best Practice Model

FRCB Model

Advertising brochures, information
sheets and service delivery in relevant
languages

The FRCB provides brochures in
different languages containing
information on its services. However,
focus groups participants who had not
heard of the FRCB suggested that
brochures should be made available in
different languages and survey
participants suggested recruiting more
Arabic-speaking mediators.
Clients are asked whether they require
an interpreter. Survey data shows that
only a limited number of clients
required interpreters but the level of
satisfaction with them was quite high.
Given the low access by CALD
community members, the FRCB should
advertise and emphasise availability of

Interpreters

Family Relationships Services Guidelines, Appendix C. „Operational Framework for Family Relationship
Centres‟, Part One, „Assistance Provided By Family Relationship Centres‟. Available from the Department of
Families, Housing, Community Services and Indigenous Affairs (FaHCSIA) and online at
http://www.facs.gov.au/sa/families/progserv/FRSP/contractual_arrangements/Documents/frsp_guideline
s/app_c.htm Accessed 12 December 2010
218
For example, see Sawrikar, P., & Katz, I. (2008). Enhancing Family and Relationship Service Accessibility and
delivery to Culturally and linguistically Diverse (CALD) Families in Australia. Australian Family Relationships
clearinghouse, 3, pp. 3; See also Armstrong, S. (2010). Enhancing Access to Family Dispute Resolution for
Families from Culturally and Linguistically Diverse Backgrounds. Australian Family Relation Clearinghouse,
Briefing No 18. Armstrong identifies the need to respond to needs and context, engaging community leaders,
partnering with CALD communities and a diverse workforce.
217
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Culturally sensitive process (flexible
process allowing modifications in
order to ensure cultural
appropriateness)

interpreters and translating services to
attract more CALD clients.
The FRCB requires clients to provide
information about their cultural
background. Information provided
should inform process design.
The Family Relationship Advisor Form
completed after the FRA and prior to
FDR also requests information about
cultural background and whether or
not violence is present. However, it
does not require information about
specific cultural needs that need to be
discussed or incorporated into the
process.

Cultural competency training for staff
including recognition of limitations of
cultural discourses

Feedback from some focus group
participants suggests that the central
concern of mainstream FDR may
constitute a barrier to access for
members of local CALD communities.
Mainstream FDR processes are
perceived by some members of the
local CALD communities to focus on
separation and divorce rather than on
reconciliation. A process that
encourages parties who choose to
discuss the possibility of reconciliation
may improve access for members of
these communities. Further, processes
that can facilitate addressing hurt
feelings, underlying differences and
changes in values (through
acculturation or for other reasons)
could be of assistance
Training in cultural diversity is only
optional in qualifying as an FRDP.
However, ongoing cultural competency
training is provided to FRCB staff. The
FRCB also employs cultural advisors
who coordinate, develop and deliver
cultural training for staff aimed at
promoting cultural understandings of
CALD family relationships. The cultural
advisors additionally liaise with
members of local CALD communities.
Cultural advisors also provide relevant
cultural information to FRCB staff.
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The FRCB also has a Cultural
Consultative Group, with members
from various community organisations.
The Group focuses on developing
collaborative partnerships between the
FRCB and community organisations to
promote policies and practices that are
culturally appropriate.
Survey participants however suggested
that further cultural competency is
required on the part of FRCB staff,
particularly in relation to
understanding cultural norms and
practices. This knowledge may assist in
creating more trust between the
service provider and the client.
Also, as noted above, the needs of
CALD communities aside from the
Iraqi, Lebanese and Turkish, Arabic
and Islamic communities must be
catered for. Clients from these CALD
communities tended to leave the
service at an earlier stage than those
from the Iraq, Lebanese and Turkish
communities.

Collaboration with community groups
and leaders

The need to be aware of the limitations
of cultural discourses must be
recognised. Certain cultural practices
may be inconsistent with Australian
law and certain cultural discourses
may tend to discriminate against the
other party and lead to significant
power imbalances in the process. This
needs to be incorporated in cultural
competency training provided to staff.
The FRCB employs cultural advisors
who routinely liaise with local CALD
communities. However, more
connection with community groups is
required to improve awareness of the
FRCB since a significant number of
focus group participants were unaware
of FRCB services.
Some focus group participants
suggested inclusion of community and
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Location accessibility

Culturally diverse workforce

5.3

religious leaders in the process;
increased community interaction; and
provision of community education on
matters relevant to FRCB services.
The FRCB is located close to the
Broadmeadows train station; the Hume
Global Learning Centre and the
Broadmeadows shopping centre. This
may make the service very visible to
members of the community. A focus
group participant mentioned that she
knows about the service because she
catches a train at the Broadmeadows
train station.
However, not all participants were
happy with the location, and some felt
it could constitute a barrier to access
because of the area’s high crime rate
and the inconspicuousness of the
entrance. The outside appearance of
the service was also mentioned as
problematic.
The FRCB has a culturally diverse
workforce. Survey participants
however suggested that there is a need
to have more Arabic-speaking
mediators and staff, and some focus
group participants suggested a more
gender balanced workforce.

Summary of findings

The research found that the FRCB engages best practice in its service delivery,
although more needs to be done in the areas of incorporating culturally specific
processes and norms, accommodating cultural needs beyond the intake level,
and raising awareness of its service to local CALD communities. Given that most
focus group participants were unaware of the service, significant effort must be
put into increasing awareness of the service. Barriers to access for CALD groups
identified in the literature reveal that differences in cultural norms and beliefs
about marriage and family dispute resolution processes constitute major
barriers for CALD community members. The current research confirms the
available literature in this regard.
A major finding in relation to the dispute resolution process is the difference in
beliefs around approaches to resolving family disputes and underlying values of
dispute resolution services. Many of the focus group participants said they will
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not access the service due to its focus on separation and divorce but would
rather prefer a service with a focus on reconciliation as a first step.
The research also found a high level of satisfaction among survey participants
with the cultural appropriateness of the service. However, further research
needs to be conducted on staff perceptions of appropriateness of service based
on the finding that more CALD clients exited the service at an earlier stage, with
some having been issued with certificates indicating that the matter was not
appropriate for FDR even where family violence was not an issue. This is because
the relevant literature reveals that perception of inappropriateness of service by
staff members may contribute to non-provision of services to CALD
communities.
Of significance is the tendency for other CALD clients to exit the service at an
earlier stage compared with the Iraqi, Lebanese and Turkish clients. This could
indicate that although the FRCB employs best practices for the Iraqi, Lebanese
and Turkish groups, it lacks such processes for other CALD groups. On the part of
clients, contributing factors may include language difficulties that inhibit
communication, unfamiliarity with mainstream services, lack of family support
and a range of other reasons, which are detailed in literature.
Level of acculturation was also found to be a contributory factor to willingness,
or lack of it, to access services. For instance, process differences were found to be
more of an issue for overseas-born CALD clients than for those born in Australia.
There is some indication that overseas-born CALD clients tend to drop out
earlier in the process than clients born in Australia, NZ, the USA and the UK.
However, as noted above, further analysis of this showed that this drop-out rate
may reflect the fact that overseas-born CALD clients have more ‘matters
inappropriate for resolution’. Another factor that may support acculturation as
an access factor is that clients who have lived in Australia for fewer than 15
years were less likely to access mainstream services than those who have
resided here longer, and where such people have accessed the service, they were
less likely to reach an agreement at FDR than those who have been in Australia
for longer.
Below is the list of the recommendations about how the FRCB may improve its
services for CALD clients.

5.4

Recommendations



Investigate why clients from CALD communities aside from the Iraqi,
Lebanese and Turkish communities, are not proceeding from the FRA stage
to FDR/mediation and tend to leave at the FRA stage.



Continue to monitor the progress of overseas-born clients for any indication
as to whether and why the service may not be suitable to their needs and
what needs to be done to make the service more culturally appropriate.
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Continue to engage with local CALD community organisations and
stakeholders to identify cultural, including religious, norms relating to family
issues that could be incorporated into the FRCB model, where Australian law
permits.



Continue to engage with local CALD communities to learn more about
disputing and dispute resolution within those cultures identify how
appropriate local CALD processes may be incorporated into a flexible FRCB
model.



Continue to increase awareness of the sensitivities of CALD communities
about separation and divorce and design improved processes that address or
avoid exacerbating these sensitivities.



Continue to engage culturally sensitive and competent interpreters and also
investigate the possibility of creating a panel of interpreters specially trained
around sensitivities associated with FRCB services, including confidentiality
of process. A greater number of service staff able to speak the languages of
the clients’ groups would also be of benefit.



Revise intake, information session and FDR procedures to incorporate a
structured cultural analysis of the dispute, similar to current practice relating
to Family Violence, identifying specific questions to be put to clients during
intake with the aim of recognising cultural issues. Where parties have
identified important cultural issues, the FRCB should re-design the process to
accommodate and address the needs of these parties.



Commission research to investigate possible barriers encountered by staff
members in provision of services to CALD communities, in particular the
reasons for issuing a Certificate for the Family Court on the basis of so-called
‘inappropriateness for resolution’ and ensure clear documentation of the
reasons for such decisions.



Take further steps to advertise the range of services to other agencies
providing services directly or indirectly related to those of the FRCB in order
to facilitate referrals; produce brochures and other information booklets that
explain the type and scope of services provided.



Engage with other services to identify the particular processes and
specialities each offers clients and develop a greater collaboration across
services to minimise crossovers and plug any gaps in service delivery not
currently offered to clients. This step could also improve the referral process
from the FRCB (linking the client to the most appropriate service) and to the
FRCB (with greater understanding of what its service offers).



Advocate to FaHCSIA the importance of incorporating into the current model,
where appropriate, the proposed ways of making the service even more
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culturally sensitive, including providing additional processes that focus on
acknowledging difference, understanding conflicts in a cultural context (not
just as an individual concern) and problem-solving for a variety of situations,
e.g. as an already separated couple, as members of a family experiencing
intergenerational difficulties, as parents managing parenting issues after or
during separation, and as participants in a larger family system including the
couple, the children and extended family. Where not contrary to the interests
of one client, an exploration of reconciling a couple’s relationship as well as
reconciling differences, misunderstandings and hurt feelings within the
family more broadly may be offered.
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Chapter 6
The FRCB and Family Violence
Family violence has been identified as one of the most serious social problems in
the City of Hume, and the incidence is likely to increase as the population swells.
An article published in the Hume Leader on 20 January 2009 stated that ‘per
1000 head of population, Hume has the highest instance of domestic violence in
the state’ and that in 2008, the police spent an average of 1000 hours a month
attending to family violence matters.219 Located in the heart of Broadmeadows,
the Family Relationship Centre Broadmeadows (FRCB) is faced with the
complexities of family violence on a daily basis. This Chapter uses four data
collection techniques (review of FRCB records, interviews with ‘agency’ and
‘Culturally and Linguistically Diverse (CALD) community’ representatives, focus
groups with target CALD communities, and surveys with past FRCB clients) to
evaluate the FRCB’s response to family violence among their clients and in
relation to the three key CALD communities in the area (Iraqi, Lebanese and
Turkish).
6.1 The incidence of family violence among FRCB
clients
FRCB records
The ‘Service Request Form’ completed at the Intake of FRCB clients records
whether ‘domestic’ violence and other issues related to family violence are
present. In the 12-month sample220 reviewed as part of this research, almost half
of the cases (47 per cent) reported some concerns about ‘domestic’ violence, and
child safety was an issue in 14 per cent of cases (see Table 6.1 for details). An
Intervention Order was or had been present in 23 per cent of cases. The
incidence of family violence at the FRCB is higher than that found in a nationally
representative survey of Australian women,221 where an estimated 35 per cent of
men and women had experienced physical assault since the age of 15, with the
overwhelming number being women. However, the incidence of family violence
at the FRCB is lower than that reported in a more recent study of separated
couples, which found that 82 per cent of women and 56 per cent of men said that
family violence was an issue in their relationship.222 These differences may be due
to the different approaches used to measure family violence, where this latest
2010 study used more sophisticated instruments. The reported rate for the FRCB
is also lower than the recorded rate of allegations of family violence in cases
heard by the Family Court of Australia (FCA). In 2003, the FCA reported that in
Brown, K., “Terror behind doors in Hume”, Hume Leader, 20 January 2009. Available on line at http://humeleader.whereilive.com.au/news/story/terror-behind-doors-in-hume/ (last accessed on 12 December 2010).
220
See Chapter 3 p40 for details
221
Australian Bureau of Statistics (2005). Personal Safety Survey, Cat No. 49060 (Reissue), Canberra:
Commonwealth of Australia.
222
Bagshaw, D., & Brown, T. (2010). The experiences and views of children and adults from families who
separated post-1995 and post-2006. Family Violence and Family Law in Australia, 2.
219
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75 per cent of cases where a judge determined a parenting case there were
allegations of family violence.223
It also is important to note the prominence of mental health (26.3 per cent) and
substance abuse (21.1 per cent) concerns mentioned by FRCB clients at Intake.
In the past, these conditions, along with family violence, were considered contraindications for proceeding with mediation. In some cases they may still be, but
given the recent changes in legislation clients with such conditions are coming to
the FRCs, which makes their work much more complex than family mediation
used to be.
Table 6.1: Incidence of family violence-related issues as identified at FRCB Intake May 2009April 2010 (from ‘Service Request Form’; n=228)224 * ‘Domestic’ violence is the term used on
the original FRCB form.

FV Issue
Domestic* violence
Mental health
Intervention Order present
Drug and alcohol
Child safety
Parenting Order present

n
107
60
52
48
32
19

Percentage of overall sample
46.9
26.3
22.8
21.1
14.0
8.3

A more detailed understanding of the family violence cases dealt with at the
FRCB is provided by examining the information recorded by the Family Dispute
Resolution (FDR) practitioner after completing a Family Relationship
Assessment (FRA) session with clients (on the ‘Client Presenting Details’ form).
This form was completed for 144 of the 228 cases and the results are outlined in
Table 6.2. Approximately 78 per cent of these cases indicated incidences of
family violence. Childhood physical, emotional and sexual abuse were issues
reported in approximately 3-6 per cent of the cases, and adult physical and
emotional abuse was identified in almost 5 per cent of cases.225
An ABS survey in 2005 also gives some insight into the amount and
characteristics of family violence for separating partners, with 10 per cent of
women who had experienced violence by their current partner having had a
violence order issued against their current partner as a result of the violence.226
The FRCB survey is twice this and may indicate the level of high conflict
experienced by the parties attending.

223

Australian Institute of Family Studies. (AIFS). (2007). Evaluation of the Family Law Reform Package. Family
Matters, 77, Australian Institute of Family Studies, Melbourne.
224
Please note that the percentage only reflects those cases where a definite “yes” was recorded. There were a
number of “unknowns” which are not recorded in this table. Clients were able to identify more than one issue and
therefore the overall percentage does not add up to 100 per cent.
225
Note that these categories are limited by the classifications provided by the FRA practitioners and the
consistency with which they categories presenting family violence issues.
226
Australian Bureau of Statistics (2005). Personal Safety Survey, Cat No. 49060 (Reissue), Canberra:
Commonwealth of Australia.
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Table 6.2: Incidence of violence and abuse as identified at FRA from May 2009-April 2010
(from ‘Client Presenting Details’ form; n=144)

FV Issue

n

Family violence
Childhood physical/emotional abuse
Childhood neglect
Adult physical/emotional abuse
Childhood sexual abuse
Adult sexual abuse

112
8
8
7
4
1

Percentage of sample (who
completed FRA form) 227
77.78
5.55
5.55
4.86
2.77
.69

Survey results
The incidence of family violence was also examined in the telephone survey
sample, 228 where 27.6 per cent of respondents indicated that there were issues in
the history of their relationship with their former partner that would make them
afraid of being in the same room with that partner. A further 3.9 per cent
indicated that they were not afraid to be in the same room, but that they had a
history of threats. The majority of those who reported being afraid of being in
the same room as their former partner were women, with 48.6 per cent of
women saying they were afraid of being in the same room as their former
partner and 7.7 per cent of men indicating they were afraid of being in the same
room as their former partner.229
Table 6.3: History of anything that would make you afraid of being in the same room as your
former partner? (n=76)

Answer
Yes
No
Threats made, but I’m not afraid
Don’t wish to answer

Per cent
27.6
65.8
3.9
2.6

Interestingly, the incidence of family violence reported by FRCB former clients in
the telephone survey was lower than the rate identified at Intake and during
FRA. This could be due to the severity of family violence represented by the
wording of the survey question, i.e. whether participants were ‘afraid’ of being in
the same room as their former partner. A higher incidence of family violence
may have been identified if the question asked simply ‘has your partner ever
abused you verbally, physically or emotionally?’230

227

Please note that one client may have a number of presenting details and percentages do not add up to 100.
See Chapter 5 for details
229
(²(3)=16.13, p=.00, n=76; ”yes” response: Women=48.6 per cent, Men=7.7 per cent). The wording of the
question was: “as there been a history in your relationship of anything that would make you afraid of being in the
same room as your partner?”
230
For example, the Bagshaw and Brown survey (2010) of separated couples used the question: “Have you ever
been frightened by your ex‟s behaviour?” 25.3 per cent of respondents were male and 74.7 per cent were female.
The survey results showed that 35.2 per cent (n=63) of males and 63.7 per cent (n=337) of females said YES
BEFORE, DURING, and AFTER the separation, but the percentage changed before, during and after separation,
with more saying they were more frightened before and during than after.
228
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Family violence and gender
Survey results
An analysis of whether the experience of family violence was affected by
participants’ gender was also conducted with the survey participants. Similarly
to the findings of Bagshaw and Brown,231 a greater proportion of women than
men in the present study reported that there had been a history in their
relationship that would make them afraid of being in the same room as their
partner.232 Specifically, 51 per cent (n=19 out of 37) of female and 12.8 per cent
(n=5 out of 39) of male participants answered ‘yes’ to this question. The present
FRCB evaluation did not ask the reasons for feeling afraid. However, the recent
study of separated couples by Bagshaw and Brown found distinct difference in
the reasons why males and females said they were afraid of their partners’
behaviour.233 Family violence has far reaching and long-term effects on the
emotional, psychological and physical health status of abused women.234
6.2

Is family violence appropriately identified?

FRCB records
A review of 12 months of FRCB records indicates that identification of family
violence increased as clients moved further along in the process and had more
in-depth contact with staff. For example, 79 cases of family violence were
identified at Intake, and this increased to 112 cases of family violence identified
at the FRA stage.235 The details of increases in the identification of family violence
for different groups of clients are presented in Figure 6.1. The cases represented
in this figure are divided into three categories based on the stage the clients
reached.236 Cases in the FDR category were subject to the highest increase in the
identification of family violence. This may be reflective of clients becoming more
comfortable with mediators and other staff as they progress through the process,
build rapport and gain trust, or it may also be a reflection of the longer time
spent with clients and the skill of FRA practitioners in eliciting further
information. It may also be that the clients who go through to FDR are more
comfortable with FRCB staff and FDRPs than those who do not attend the later
stages. There may also be other factors that tend to inhibit victims of violence
from disclosing it at all. Some parties may choose not to disclose for fear of
delaying the process or having to go to court. Family violence takes many forms,
231

Bagshaw, D., & Brown, T. (2010). The experiences and views of children and adults from families who
separated post-1995 and post-2006. Family Violence and Family Law in Australia, 2.
232
The difference between men and women was statistically significant (² with Continuity Correction (1,
N=76)=11.32, p=.001).
233
Bagshaw, D., & Brown, T. (2010). The experiences and views of children and adults from families who
separated post-1995 and post-2006. Family Violence and Family Law in Australia, 2.
234
Loxton, D., Schofield, M., & Hussain, R. (2006). Psychological health in mid-life women who have ever lived
with a violent partner or spouse. Journal of Interpersonal Violence, 21(8), 1-16.

These figures are only for clients in the “FRA” (n=91) and “FDR” (n=78) categories. Clients who did not
continue after Intake/Information Session (n=58) did not attend an FRA session and cannot be included in this
comparison.
236
Classification is based on the FRCB‟s electronic records.
235
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and it is easy to miss, or misunderstand, what is going on, thus making data
interpretation extremely uncertain.
Increases in identifying FV for different groups of clients

80.00%
70.00%
60.00%
50.00%

69.20%

63.70%
48.30%

53.80%
38.50%

40.00%
30.00%
20.00%
10.00%
0.00%

Intake or Information
FRA
Session
Final stage attempted by clients
FV identified at Intake

FDR

FV identified at FRA

Figure 6.1: Increases in identifying family violence from Intake to FRA for different groups of
clients (1 May 2009 – 30 April 2010; n=227).

Survey results
The FRCB clients who disclosed a history of family violence with their former
partners were asked a series of further questions about whether they were given
an opportunity to talk about family violence during their contact with the FRCB
and what referrals were offered. As outlined in Table 6.4, the majority of survey
participants were given an opportunity to discuss their fears at intake and other
stages of the process. Four out of 16 participants who went beyond intake to
complete either the Information Session or went all the way to FDR believed they
did not get a chance to discuss family violence at Intake (three female and one
male), and a further two (one male, one female) indicated they did not get to
discuss it at all. Furthermore, 11 out of 19 participants reported that they were
not referred to a family violence service. The 1996 Keys Young evaluation237 of
family mediation services identified a pattern of a lack of adequate exploration of
family violence, though in this case several of these FRCB clients were not
referred because the family violence had taken place in the past and was not a
current issue. Although FRCB staff undergo training with respect to family
violence to gain their qualification, the literature around family violence
frequently identifies deficiencies in education about family violence for relevant
professionals.238 This research suggests any such education should focus on a
237

Keys Young, (1996). Research/Evaluation Study of family mediation practice and the issue of violence: Final
Report . Canberra : Attorney-General's Dept.
238
Chisholm R. (2009). Family Courts Violence Review; Kaspiew, R., Gray, M., Weston, R., Moloney, L., Hand,
K. & Qu, L. and the Family Law Evaluation Team (2009). Evaluation of the 2006 Family Law Reforms Australian
Institute of Family Studies.
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strengthened understanding of the power and control dynamics associated with
domestic violence (or coercive-controlling violence), its non-physical tactics and
emotional/psychological manifestations and effects.
Table 6.4: Opportunities to discuss family violence concerns at different stages (n=24)239

Stage
Completed

FV
discussed
at Intake
Yes
No
3
0
6
1

Intake only
Information
Session
Mediation/FDR 10
Total
19

3
4

FV discussed
at another
stage
Yes
No
0
0
3
0

Referred
to FV
service
Yes
No
1
2
4
2

Alternate
action offered
by mediator
Yes
No
2
0
6
0

5
8

3
8

11
19

2
2

7
11

1
1

Is family violence appropriately responded to?
Survey results
Former FRCB clients were asked in the telephone surveys how appropriate they
found the FRCB’s response to their family violence situation. As outlined in Table
6.5 the overall rating was relatively high (M=7.04 out of 10), suggesting that the
clients found the Centre’s response quite appropriate to their situation.
Table 6.5: How appropriate was the FRCB’s response to family violence? (Scale 0-10: 0=Not
at all appropriate/helpful; 10=Extremely appropriate/helpful)240

Question

n

Mean

Overall appropriateness of FRCB response to FV
Helpfulness of referral
Appropriateness of referral
Ability to participate in mediation without concern
for safety and well-being
Intimidation by former partner in mediation
Perceptions of former partner’s concern for children

21
6
6
13

7.04
7.58
8.50
6.53

Standard
Deviation
2.99
2.29
.83
3.33

13
19

5.69
3.68

3.54
3.30

In cases of family violence, the FRCB offers alternatives to ‘traditional’ FDR. 19
out of 20 clients reporting family violence indicated having been given the option
of various alternatives, with shuttle mediation the one most frequently offered
(in 63 per cent of cases; n=12), and ‘all options’ (includes shuttle mediation, a
certificate, terminating the mediation) offered in 21 per cent of cases (n=4).
Other clients may be referred to a family violence service. Only five participants
could recall the type of family violence service they were referred to. Two were
referred to a social worker/counsellor, one was referred to a family violence
Table does not include “can‟t remember” responses and hence numbers do not add up to 24. Sometimes
participants could not remember what was offered. Please note that there may be a discrepancy between what
occurred and what the clients remember.
240
The numbers reported in this Table are not consistent with those in the previous table as some people did not
recall the referral well enough to comment on its helpfulness and appropriateness.
239
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service, one to Men’s helpline, and one to Legal Aid. These participants rated the
appropriateness (M=8.5) and helpfulness (M=7.6) of their referrals quite highly.
It is important to note that many of the responses in Table 6.5 (particularly
where the Standard Deviation241 was above 3) were quite varied and showed
both strong agreement and strong disagreement, with some respondents
believing the FRCB was extremely appropriate and others indicating the
complete opposite.
The comments survey participants made in relation to what the FRCB ‘did well’
when responding to family violence are summarised in Table 6.6. These
comments further clarify the relatively high ratings for the FRCB’s response to
family violence. Survey respondents were pleased with the thorough assistance
that was provided, the impartiality of mediators and an understanding that in
some instances the FRCB ‘did all they could’ even if they were unable to mediate
a case.
Table 6.6: What the FRCB ‘did well’ when responding to family violence. Summary
(qualitative analysis) of comments made by survey respondents.

FAMILY VIOLENCE
DONE WELL
1. Thorough assistance provided: ‘Mediator was fantastic with FV – allowed me
to talk about this at all stages. Spent an hour on the phone in advance
listening to my concerns. Offered shuttle mediation and said I didn’t need to
come in at all. It was a polar opposite to my experience at the Family Court!’
2. They did all they could: ‘They did all they could. It was good to not proceed
with the mediation application after the initial interview’ (An IO was present)
3. No pressure or bias: ‘I was very happy with them. They did not put any
pressure on me to get back with him.’ (Turkish woman with a history of
family violence).

This is a much better outcome than those shown in the Bagshaw and Brown
study,242 which found that almost half of respondents were dissatisfied with
family violence referral services. The clearest division of responses was
attributed to gender. In the Bagshaw and Brown study, women were generally
moderately satisfied with services used to assist them with family violence in the
family law context, while men were less satisfied. Of male respondents to the
question (n=129) just 22 per cent were satisfied with services they used to deal
with family violence, an extremely low figure compared to all responses. On the

241

The Standard Deviation is the average amount by which scores in a distribution differ from the mean
Bagshaw, D., & Brown, T. (2010). The experiences and views of children and adults from families who
separated post-1995 and post-2006. Family Violence and Family Law in Australia, 2.
242
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other hand, female respondents (n=472) expressed a satisfaction rate of 55 per
cent with family violence services, a huge gap of 34 per cent.
When the FRCB survey respondents were asked about family violence and how it
was responded to in mediation, only six out of 12 participants said that their
family violence concerns were addressed during mediation (five said ‘no’ and
one could not remember). The ratings for mediation in Table 6.5 were slightly
lower than ratings for other questions, suggesting that concern for safety and
well-being, along with feelings of intimidation by former partner may increase
during this period. Four out of 14 (29 per cent) participants said that during the
period leading up to the mediation, their partner made threats to them or their
children or abused them outside of the mediation session. Two participants (14
per cent) said that this was ‘somewhat’ the truth in their case and eight (57 per
cent) said that their former partner did not threaten them during this period.
Finally, when asked about whether there were instances in their history that
would lead participants to fear for their children’s safety and well-being when
they are with their former partner, 21 (out of 45; 47 per cent) said ‘yes’, 21 (out
of 45; 47 per cent) said ‘no’, one (out of 45; 2 per cent) said ‘maybe’, and two (out
of 45; 4 per cent) did not wish to disclose this information. Participants also had
quite a low regard for their former partner’s best interest in the children (M=3.7;
Scale 0-10).
The opportunities for improvement in the way the FRCB responds to family
violence suggested by survey participants are outlined in Table 6.7. All
ideas/themes shared by the participants are encapsulated in this table. Some
participants thought that the FRCB needed to address concerns for children to a
greater extent, others thought that offering a referral to counselling or a family
violence support group would have improved their experience at the FRCB,
while others yet made suggestions about changing the process to meet the
specific needs of clients and to report about the parties’ conduct in mediation to
the courts. Not all suggestions made by the participants are realistic and several
participants said that the FRCB needed to do ‘nothing’ to improve their response.
In some cases the family violence happened in the past and the participants felt
that the FRCB could not do anything about it.
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Table 6.7: Opportunities for improvement suggested for the FRCB when responding to
family violence. Summary (qualitative analysis) of comments made by survey respondents.243

FAMILY VIOLENCE
OPPORTUNITIES FOR IMPROVEMENT
1. Address concern for children
2. Improve referrals
a. Offer counselling referrals: ‘Offer former partner counselling on
how not to be verbally abusive to son.’
b. Refer to family violence support groups: ‘I would love to find a
group where I can talk to females in a similar FV situation.’
3. More experienced mediators: ‘Mediator was very young and thought it
might be better to have someone who has been through the process
personally. But s/he was good.’
4. Listen to women’s voices more (Address mother’s fear)
5. Customise process to clients’ circumstances: ‘Discuss the issues ... specific
to our situation and discuss solutions.’
6. Report to Court on parties’ conduct in mediation: ‘Mediator should tell
the Court about lack of cooperation from ex- and about FV and mental
health issues.’

Focus group and interview results
To gain an understanding of how the FRCB could respond better to family
violence in the cases of their CALD clients, the definitions, prevalence and
approaches to dealing with family violence were discussed in the focus groups
with Iraqi, Lebanese and Turkish men and women.244 Eight employees of
organisations (‘Agency representatives’) providing services for family disputes
and family violence and ten representatives from Iraqi, Lebanese and Turkish
communities (‘CALD community representatives’) were also interviewed on
these matters.245. The results below are predominantly from the focus groups and
include comments from the in-depth interviews where appropriate.
Views of ‘Agency Representatives’
Although five out of the eight interviewed ‘agency representatives’ reported
having joint clients with the FRCB, they were hesitant to provide comments
regarding the appropriateness of FRCB responses to family violence, mainly
because they rarely received feedback on this issue. One said s/he had not heard
any complaints about the service and another was of the opinion that the FRCB
had tried very hard to respond to community needs by inviting community
members onto their committees. Two others were more critical, one disclosing
243
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that for one client family violence was not adequately identified and the target of
the violence was put in the same room as the abusive partner and another
reporting that a mediator did not adequately understand cultural issues relating
to violence.
Views of ‘CALD Community Representatives’
Out of the CALD representatives who were aware of the FRCB, three believed
that their services were helpful to addressing family violence issues within their
communities, and three thought that improvement was needed. Everyone was
asked for suggestions on how the FRCB service could better respond to CALD
communities in circumstances of family violence, and the following were
provided:
 Have bilingual workers from the serviced CALD communities
 Ensure that questions asked and body language are culturally appropriate
(this includes understanding the differences between cultural groups
from one country, e.g. Turkish and Kurdish people)
 Work with established groups and advertise in ethnic media
 Provide counselling
 Focus on solutions for family unit to stay together and on reconciliation.
(Iraqi representative)
 Have a conference process with influential parties (e.g. religious leaders)
who can be ‘creative’ and provide solutions based on religious teachings.
‘Passive’ mediator is culturally inappropriate (Iraqi representative)
 Have a service focus on assisting women. Run workshop on women’s
rights.
 Run more education workshops
 Set up a process for turning Parenting Plan into Court Orders
Some of these suggestions are reminiscent of those made in the focus groups and
reported in Chapter 5. It seems that appropriate ways of responding to family
violence in CALD communities are very similar to appropriate responses in
general. It is important to note that the FRCB already carries out many of the
suggested approaches. For example, they have bilingual workers and work with
established cultural groups through their Cultural Consultative Committee and
the Spectrum Migrant Resource Centre. Thus, the suggestions may reflect a lack
of intimate knowledge of the FRCB, rather than a criticism of their operations.
Referral of family violence cases
Interview results
Eight ‘agency representatives’ were asked where they refer clients with family
violence issues. They disclosed that they are either equipped to deal with the
issues themselves or they refer to the Police, family violence services and social
workers. Their responses are documented in Table 6.8. Only the representative
from Legal Aid in Broadmeadows mentioned that they would refer a family
violence case to a FRC.
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Table 6.8: What do agencies do when they encounter clients with family violence? The
responses of eight agencies in the City of Hume

Agency Name
Family Works
Broadmeadows

Anglicare
Broadmeadows
Women’s
Community House
Spectrum Migrant
Resource Centre

Clients
City of Hume and City of
Whittlesea. Many CALD
backgrounds. Children,
separated families, sole
parents.
Women needing assistance
with FV, family issues,
financial problems, social
isolation, etc.
New migrants to Australia
(arrived up to 5 years ago)

Dallas
Neighbourhood
House

Mostly Anglo-Celtic and
Middle Eastern clients. Other
CALD groups also represented.

Victorian Legal Aid

Separating couples with childrelated and other family
matters.
Primarily low income clients.

Women’s Legal
Service
Broadmeadows
Community Legal
Centre
Coolaroo
Westmere
Childcare Centre

6.3

Response to FV
Support the clients.
Anger management.

Invite to group. Build
client’s confidence.
Cover risk and safety
issues.
Refer to Immigrant
Women Domestic
Violence Service, Police
or women’s refuge.
Refer to Women’s
Information Referral
Exchange Inc. (WIRE)
(FV service for
women).
Assist clients, refer to a
FRC or to Roundtable
Dispute Management.
Undisclosed

Primarily low income clients.

Referral to social
workers.

Predominantly CALD clients
(approx. 85 per cent). Many
with a ‘second round’ of
children (i.e. a large gap in age
of older and younger children)

Contact Police, child
protection and children
regulation services.

Family violence and CALD clients

Differences in Family Violence for CALD and non-CALD groups
FRCB records
No statistically significant differences246 were found in the incidence of family
violence among FRCB clients from CALD and non-CALD247 backgrounds. This
comparison was also not significant248 when clients from Arabic backgrounds249
(²(2)=1.1, p=.577)
CALD background = includes all clients who identified as being from a background other than Australian, NZ,
USA and UK.
248
(²(2)+.60, p=.741)
249
Iraqi, Lebanese, Syrian, Jordanian, Assyrian, and Egyptian
246
247
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were compared to others or when clients from Iraqi, Lebanese and Turkish
backgrounds were compared to others. The amount of time that participants had
lived in Australia also did not make a difference.250 This suggests that cultural
background and acculturation did not play a role in the reporting of family
violence at the FRCB during the period examined (May 2009-April 2010).
Survey results
Similar to the comparisons of CALD and non-CALD clients using FRCB records,
no significant differences were observed in the incidence of family violence
between CALD and non-CALD telephone survey respondents.251 This once again
suggests that at the FRCB, culture did not play a role in reporting the likelihood
of family violence.
Definitions of family violence
Focus group results
As outlined in Table 6.9, the most immediate response to what would be
considered family violence in their culture for all groups was ‘physical violence’.
Upon further reflection, all groups also considered that psychological and
emotional abuse came under the umbrella of family violence. The Iraqi groups
and the Lebanese men outlined that in ‘traditional’ culture, the violence would
have to be quite extreme (‘wife beating’, ‘blood and broken bones’) to be
considered family violence. In general the participants were of the impression
that in most cases such violence was perpetrated by men to women.
“In our culture, until a woman is beaten up and starts bleeding,
it is not considered violence.”
Iraqi woman on definition of family violence.

Table 6.9: Family violence definitions identified in CALD focus groups

Definitions identified by all cultural
groups




Iraqi and Lebanese
Turkish only
Lebanese only






Physical violence
Psychological and emotional
violence
Extreme physical violence
Verbal abuse
Sexual abuse
Financial domination

Some definitions of family violence were identified in only one focus group. For
example, Lebanese men were the only ones to identify sexual abuse as a form of
family violence, and Lebanese women spoke about financial domination. The
Iraqi women differed from Iraqi men by identifying psychological and emotional
abuse and other types of domination (e.g. not being allowed to drive) as a form of
family violence, and the Lebanese women differed from Lebanese men by
250
251

(²(2, N=57)=3.21, p=.201)
(²(3)=1.66, p=.647)
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identifying emotional violence as family violence. There were no differences in
the definitions of family violence identified by the Turkish men and women.
These differences among focus groups may reflect a different facilitation styles
or may be due to a different conceptualisation of family violence by men and
women in the Iraqi and Lebanese groups. Further research would need to take
place to clarify these differences and how they may be reported or discussed.
Is family violence an issue?
Focus group results
The focus group participants also discussed to what extent family violence was
‘an issue’ in their communities (see Table 6.10 for summary). In general, the
women’s groups concurred that family violence was an issue in their community,
although there were voices in those groups who qualified this statement by
saying that family violence in their community was no different to that in
mainstream communities. Men in the Iraqi and Lebanese focus groups were of
the opinion that family violence in their communities was ‘not very common’.
The differences in opinion may be based on men and women experiencing family
violence differently or, as suggested above, they may be due to a different
conceptualisation of what constitutes family violence. For example, both the
Iraqi and Lebanese men defined family violence as extreme physical violence,
and their opinion that family violence is not very common may refer to this type
of extreme abuse only. On the other hand, the women’s groups (and the Turkish
men’s group) who saw family violence as more common may have been referring
to the occurrence of emotional and verbal abuse, in addition to physical violence.
Table 6.10: Responses to ‘is family violence an issue in your community?’

Iraqi
Men
 Not a major issue in
general

Turkish
Men
 Yes, it is an issue
 It is no longer an
issue

Women
 It happens (Muslim)
 A major issue, very
common.
(Chaldean)

Women
 Yes, it is an issue
 A hidden issue
 No different to
mainstream

Lebanese
Men
 Not very common
 Hidden
 Usually not extreme
 Smacking children
okay
Women
 Common
 More common in
Lebanon than is
Australia
 Increases upon arrival
in Australia

Most of the groups acknowledged that although women are more often the
victims of family violence, they can also be the perpetrators. For example, the
Iraqi women gave examples of women from their communities who control
finances and constantly nag their husbands, and some Lebanese women
expressed the view that if a man is violent he gets in trouble, but if a women is
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violent it is overlooked. The Turkish women gave examples of women who ‘treat
men like toys’ and the Turkish men spoke about women who are revengeful and
take the house and belongings after separation. The Turkish men believed that
sometimes women lead men to act violently, because they complain and this may
result in physical violence.
Some of the attitudes towards family violence identified in the male focus groups
reflect some aspects of the ‘power and control wheel’ referred to in the literature
where men use social isolation, economic abuse, intimidation, verbal and
emotional abuse to gradually control all aspects of women’s lives, without using
physical violence to maintain that control. Cultural values that promote male
privilege help to perpetuate the dominance that erodes the woman’s self esteem
to the extent that it becomes almost impossible for them to think of leaving the
abusive relationship.252
All groups except the Iraqi Muslim women and the Turkish men shared the view
that Australian law favours women in separation. This perceived advantage, they
suggested, sometimes results in women threatening and bullying men. This view
was particularly strong amongst the Turkish women, who believed that family
violence is experienced more by men because Australian law favours women.
“Men get poor and weak and the support is given to the woman.”
“The housewife gets the lot.”
Turkish women and Lebanese men (respectively) on the
experiences of men with family violence and the perceived bias of
Australian law towards women.

However, the Iraqi Muslim women believed that Australian law demands fairer
treatment of women [than the law in Iraq] and that men no longer can get away
with treating their wives badly. This opinion was also echoed by some of the
Lebanese women, who felt that the law did not favour anyone, with one
Lebanese woman providing an example how 20 years ago she was forced to
sleep in her car for three days, but how the awareness in her community has
changed, and today women in similar circumstances are able to access many
services for help. This result is congruent with those of the Bagshaw and Brown
study253, which found that 19 of the 50 male respondents (38 per cent) and 10 of
the 213 female respondents (4.7 per cent) reported a perception of family lawrelated services as biased. Ten of the 19 male respondents (52.6 per cent)
reported a perception that the system is inherently gender-biased in favour of
women.254 Many of the men who participated in the telephone surveys also voiced
the opinion that Australian Family Law favoured women.255
252
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The Chaldean and Turkish women shared a view that physical violence was, in a
perverse way, easier to accept than psychological abuse, because insults and putdowns send a woman into depression. These two groups expressed the belief
that it was natural for men to be aggressive and that they needed to show their
control and strength in this way, while others thought that certain women
desired a display of control by their husband. There was also recognition that
attitudes towards what constitutes family violence change as the years spent in
Australia increase and that male community members may change the way they
behave towards their wives and children. The women also noted that with a
longer period of time living in Australia they become more aware of their rights.
Finally, the Lebanese men discussed violence against children in the form of
‘smacking’ as an issue in their community. Their opinion of smacking children
was that while it is traditionally perceived as a disciplinary tactic by members of
the Lebanese community, attitudes were changing and that with time spent in
Australia, Lebanese people were more likely to become aware of the law, change
their attitudes and use this ‘tactic’ less.256 The women (in all groups) disclosed
their concerns about the effect family violence, between parents, has on children.
They were particularly worried about deterioration in the children’s mental
health and school performance, and in relations to the onset of nightmares.
Other long-term effects of family violence on children identified by the
participants included learning such behaviour from their parents and following
their example later in life. Some of the Lebanese women, however, disagreed
with this view, stating that some children learned from their parents’ mistakes.
The men rarely commented on the effect family violence has on children.
Approaches to dealing with family violence
Focus group results
Focus group participants were asked to discuss what members of their
communities do when they experience family violence. Their responses are
summarised in Tables 6.11 and 6.12 below and are similar to the approaches to
family problems in general provided in Chapter 5 (Tables 5.2 and 5.3).
All CALD groups mentioned that seeking help from community elders, family and
friends, social workers and other professionals were common approaches to
dealing with family violence. All groups also mentioned that a common approach
to family violence was to hide it. The reasons for hiding family violence include
shame, protection of family, beliefs (often tied to religion) that women should
obey men, fear of gossip and complicating the matter, and a mistrust of
authorities. For example, the Lebanese men indicated that if their community
finds out about a case of family violence, they are likely to gossip about it, and

The view that attitudes and behaviour related to family violence have changed was also shared by the “CALD
community representatives” who participated in the initial phase of this research. For example, members of the
Turkish Cultural Association disclosed that the incidence of family violence has decreased over time, because
people have become knowledgeable about its consequences. Ads in Turkish newsletters sent the message that
family violence was “a big no, no!”
256
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‘frown upon it’ but not report it to the police, because the cost of reporting and
interfering in a family’s private life ‘could be much more’ problematic.
“If there is violence and anyone talks about it, it becomes
complicated.”
Iraqi Chaldean women on hiding family violence.

Table 6.11: Approaches to dealing with family violence identified by different CALD groups

Approaches identified by all
cultural groups






Iraqi and Lebanese
Iraqi only




Turkish only
Lebanese only






Community and community elders
Hide family violence
Family and friends
Social workers, counsellors and
other professional services
Religious leaders
Community intervenes in extreme
cases only
Police
Gossip
Mistrust in authorities
Men are taught to be domineering

The Turkish men and women, perhaps reflecting their relatively greater
integration into mainstream Australian culture, both said that the first port of
call in cases of family violence would be the police. There was also some
disagreement amongst the participants as to whether they would confide in
friends, family or professionals if family violence occurs. For example, the
Lebanese women felt that involving one’s family would increase the problem and
if they confided in a friend, the friend would gossip about it (the Turkish women
had a similar mistrust of their ‘friends’). On the other hand, the Chaldean women
preferred to seek the support of a female family member, and the Iraqi Muslim
women preferred to confide in friends, because family members take sides.
Others (predominantly women) preferred to seek the services of professionals
and keep the family and community out of it.
Interview results
In addition to the above themes identified in the focus groups, interviews in the
first research phase with the ‘CALD community representatives’ pointed towards
three other themes in relation to this question (some of these were also reported
in focus group discussions elsewhere):
 Concern for newly arrived migrant women and family violence
 The greater capacity of younger people to access services
 Lack of education about family violence in Muslim schools.
Some representatives expressed the opinion that newly arrived migrant women
who move to Australia on a spouse visa are at times ‘deliberately kept in the
dark’ about family violence by their husband’s family and do not have a family
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support network to turn to for help. Others articulated the thought that younger
generations were more savvy in understanding how to access government and
community services in instances of family violence, while the older generation
was ashamed to speak up about it. Several Turkish women believed that Muslim
schools needed to include education on family violence in their curriculum.
These themes are consistent with the research mentioned in Chapter 2, which
found that women and children in some communities may face problems that
exacerbate or enable violence.
Services used by CALD communities
Focus group results
Asked specifically what services members of their communities access when
dealing with family violence and other family conflict, all CALD groups
mentioned social workers, counsellors and other professional services, and also
Legal Aid (see Table 6.12). The Turkish community was the most knowledgeable
about other services available in such situations, including accommodation and
child protection services, refuges, crisis centres and even Family Dispute
Resolution Centres. Barriers identified to accessing government and private
services included lack of awareness of their existence, fear of involving
authorities and a preference to deal with conflict within the family and
community or to hide it.
“We do not know where to go! We do not know their service.”
Iraqi Chaldean women on family support services.

Table 6.12: Services used by Iraqi, Turkish and Lebanese communities

Services identified by all cultural
groups
Lebanese and Turkish
Iraqi only
Turkish only

Lebanese only












Social workers, counsellors and
other professional services
Legal Aid
Police
Religious leaders
Accommodation services
Child protection services
Family Dispute Resolution Centres
Refuges
Crisis Centres
Centrelink

Interview results
Interviews with ‘CALD community representatives’, who in most cases were
more closely connected to and aware of family services, also reflected the above
themes, but in addition they identified the following services:
 Immigrant Women’s Domestic Violence Service (Lebanese and Kurdish)
 Community health care centres and GPs (Lebanese)
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Immigrant Women Housing (Iraqi)
Dianella Community Health Inc. – for singles (Turkish)
Orana Family Services – for families (Turkish)

Some representatives were able to name specific organisations (e.g. Dianella)
because, as part of their professional role, they refer community members in the
City of Hume to such services.
How appropriate are the services for CALD communities?
The focus group participants were asked about the appropriateness of the
services their communities accessed in situations of family violence. Their
answers relate to services accessed for family violence, but also extend to
services accessed for family disputes more broadly. Five key themes were
identified in their responses and are outlined in the left column of Table 6.13,
with the subthemes for each category outlined in the right column.
Barriers identified specific to culture related to a lack of knowledge of the
available family violence services within their communities, and this was
particularly an issue for people who have lived in Australia for a shorter period
of time. Understanding of family values and the commitment of marriage was
also mentioned as a frequent barrier. For example, the Iraqi participants spoke
about an emphasis on reconciliation and keeping the family together, which was
often contradicted by the individualistic focus of Australian services. They also
highlighted the importance of religion and Sharia Law in their families – an
aspect which was largely overlooked and not understood by mainstream
services. Language and an ability to speak to someone who understood their
culture were also listed issues by some participants when accessing family
violence and other family services.
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Table 6.13: Appropriateness of family violence services for CALD communities.

Themes
Service
limitations

Subthemes
 Divorce must take place under Sharia Law – legal system
is insufficient for Muslims (Muslim women)
 Waiting times to see social workers (Turkish women)
 Counselling is unsuitable for men – they will not agree to
it (Lebanese women)
 Sometimes going to the Police does not help (Lebanese
women)
Awareness
 Lack of awareness in community about services (Lebanese
and
men and women, Turkish women, Chaldean women)
understanding  Lack of understanding on how to access services
of services
(Lebanese men and women, Turkish women, Chaldean
women)
 Level of education determines how appropriate a service
is (Chaldean women)
 Turkish community know about services and go
everywhere (have lived in Melbourne for 40 years)
(Turkish men and women)
 People born overseas are isolated. People born in
Australia are more savvy (Lebanese men)
 Lack of understanding of processes and rights (Lebanese
men)
Service bias
 Women are believed and assisted more than men (Turkish
(cultural and
men and women)
gender)
 Community workers may be biased and encourage
reunion with man (Turkish women)
 Services encourage women to leave (Iraqi men, Turkish
men)
 Cultural barriers: Language, perceptions of marriage,
western rules (Lebanese men and women)
 Family reconciliation is preferred in Iraqi community but
not valued in Australia (Iraqi men)
 Significance of the Koran must be taken into account (Iraqi
men and women)
Confidentiality  Mistrust of services (including FRCB) – may report matter
to the Police. Husband gets arrested and woman left with
no support (Lebanese men)
 Going to priest is more confidential (Chaldean women)
 Seeking service from the mosque may decrease
confidentiality (Iraqi Muslim women)
 Smaller issues should be dealt with in the community
(Iraqi Muslim women)
Service abuse  Some people abuse system to get support (e.g. women
accuse husband of family violence to get money and
superannuation) (Lebanese women)
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Interview results
The CALD community representatives also offered their views on how
appropriate the available services are for their communities. The main response
was that services are ‘generally good’, except for an Iraqi representative who
expressed the opinion that the Iraqi community sees government services as
‘scary and judgemental’. S/he cited a case where an Iraqi woman who received
help from a family violence service ended up ejected from her community and
homeless and thus blamed the family violence service for such consequences.
Another Iraqi social worker expressed a concern over the tendency of Iraqi
women to seek advice from religious leaders on matters of family violence. It
was his/her opinion that such leaders are not trained to deal with such issues
and may end up influencing women to stay in such situations.
Family violence and other factors
Other factors, such as clients’ level of income and the (reported) occurrence of
family violence were examined, but no statistically significant differences were
found in either the FRCB data file or among the survey participants.
6.4

Summary of findings

Out of the 228 cases opened and closed at the FRCB in the 12-month period (1
May 2009 – 30 April 2010) reviewed as part of this research, almost half (47 per
cent) reported some concerns about family violence at Intake, and child safety
was an issue in 14 per cent of cases. The identification of family violence
increased as cases progressed through the FRCB process, and at the Family
Relationship Assessment (FRA) stage, 78 per cent of cases reported incidences of
family violence. This increase may have resulted from clients becoming more
comfortable and less fearful of FDR the longer they took part in it or it may have
been for a variety of other factors, such as the longer session, the skill of the
FDRP and the client’s better understanding of the process at the FRCB. In
general, the incidence of family violence at the FRCB is roughly in line with the
reported rate in the most recent study of separated couples, and the recorded
rate of family violence allegations in cases heard by the Family Court of Australia
in 2003. In addition, prospective clients at Intake indicated high rates of mental
health and substance abuse issues, leading to more complex cases and the need
for specialist referrals.
In the telephone survey sample (n=76), 27.6 per cent of respondents indicated
that there were issues from the history of their relationship with their former
partner that would make them afraid of being in the same room with them.
Women were more likely to report this fear than men (51 per cent compared
with 12.8 per cent).
Survey respondents who disclosed a history of family violence with their former
partners were asked a series of questions about whether they had been given an
opportunity to talk about family violence during their contact with the FRCB and
about what referrals were offered. The majority of former clients indicated that
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they were provided with a chance to discuss their fears at Intake and during
other stages of the process. Participants were also asked how appropriate they
found the FRCB’s response to their family violence situation, and the overall
rating indicated that they believed the response was appropriate (M=7.04 out of
10). FRCB clients were particularly positive about the appropriateness of
referrals made (M=8.50), which is significantly higher than the satisfaction rate
for referrals outlined in the most recent study of separated couples.
Focus groups with men and women from Iraqi, Lebanese and Turkish
communities discussed issues of family violence. The most immediate definition
of family violence provided was ‘physical violence’, but upon further reflection,
psychological and emotional abuse was also included. When asked whether
family violence was ‘an issue’ in their communities, the women’s groups
generally concurred that family violence was an issue in their community,
although others qualified this by saying that family violence in their community
was no different to the mainstream incidence. Men in the Iraqi and Lebanese
focus groups reported that family violence in their communities was ‘not very
common’. Statistical tests using the FRCB base data and the survey results found
no statistically significant differences in the reported incidence of family violence
among FRCB clients from CALD and non-CALD backgrounds. The length of time a
person had lived in Australia also did not make a difference to their reporting of
family violence to the FRCB. Conclusions about whether family violence is more
frequent in the Iraqi, Lebanese and Turkish communities are beyond the scope of
this research. Focus group results indicate that family violence takes place, but it
does not seem to be more prevalent among FRCB clients from Iraqi, Turkish and
Lebanese backgrounds.
The most common approach to dealing with family violence identified in the
focus groups was seeking help from community elders, family and friends. All
groups also mentioned that a common approach to family violence was to hide it.
Asked specifically what services members of their communities access when
dealing with family violence and other family conflict, all CALD groups
mentioned social workers, counsellors and other professional services, and also
Legal Aid.
Most of the focus groups, regardless of gender, shared the view that Australian
law favours women in separation. In the most recent study of separated couples,
a significant proportion of males and a very small proportion of females raised a
similar concern.257
A number of different stakeholders was asked how the FRCB can improve their
response to family violence. Their recommendations included: employing
bilingual workers, working with established CALD groups and religious and
community leaders, reaching out to newly-arrived migrant women, advertising
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in multicultural media, and training staff to ensure culturally appropriate body
language and questions.
6.5

Recommendations



Reach out to newly-arrived migrant women from Iraqi, Turkish and Lebanese
communities through established social groups and trusted community
representatives.



Continue to advertise in multi-cultural media and continue to work with
religious and community leaders.



Customise the process to meet the family violence needs of individual clients.
For example, those who do not want to see their former partner might prefer
the option of a teleconference, like that piloted by Relationships Australia,
rather than using shuttle mediation.



Continue to provide ongoing training about family violence to mediators and
other staff, especially concerning the types of questions asked and
recognition of signs indicating family violence and mental health issues or
substance abuse, as well as the links between mental health problems and
family violence.



Train CALD workers to become family mediators and increase the number of
bilingual workers in the service, who are more likely to be aware of cultural
signs of family violence.



Consider offering longer sessions and that include specific information on
family violence specifically for CALD groups in information sessions.



Continue and improve referral processes, especially to partner counselling
and support groups as well as mental health services if appropriate.



Consider offering counselling services at FRCB and workshops on women’s
rights or information sessions on family violence.



Consider further methods for addressing the concerns of children witnessing
family violence or affected by it, as well as for making appropriate referrals.
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Chapter 7
Summary and Conclusions
This report presents the findings of a study evaluating the family dispute
resolution services provided by the Family Relationship Centre Broadmeadows
(FRCB) in Victoria, with a strategic focus on issues of cultural appropriateness
and family violence.
7.1

Background and aims

The FRCB is one of 65 Family Relationship Centres (FRCs) established by the
Australian Government as part of the 2006 reforms to the family law system. It is
part of a consortium which consists of MacKillop Family Services (MFS),
Relationships Australia (Vic) and the Spectrum Migrant Resource Centre. The
FRCB commenced providing Family Dispute Resolution (FDR) services to
separating families in July 2008 and employs two fulltime FRD practitioners. It is
located in a highly multicultural area (34 per cent of Broadmeadows’ residents
are from non-English speaking backgrounds), and its clients report a high
incidence of family violence. The FRCB is faced with the challenging task of
successfully providing FDR and meeting the needs of its complex clientele,. It
also is in a unique position to continue to develop effective practices in these
important areas.
In June 2009, MacKillop Family Services (the lead organisation of the FRCB)
commissioned five researchers from La Trobe University to evaluate the
effectiveness of FRCB’s practices in relation to providing an appropriate service
to local Culturally and Linguistically Diverse (CALD) communities and
responding to family violence.
This evaluation has three objectives, towards which 17 research questions were
designed. These were:
Objective 1: Examine the general accessibility of the FRCB
1. Who is currently accessing the FRCB?
2. What percentage of initial clients completes each stage of the service?
3. Why do some clients not proceed from Intake to the other services
offered by the FRCB?
Objective 2: Examine the accessibility of FRCB services to local CALD communities
4. What CALD groups are accessing the FRCB services, in what
percentages and stages?
5. Are there differences between non-CALD and CALD communities in
accessing the service?
6. How does the proportion of CALD clientele (accessing FRCB services)
compare to the population of the areas they come from?
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7. To what extent is the FRCB providing a culturally appropriate service
for major CALD client groups (i.e. Iraqi, Lebanese and Turkish) –
according to existing and potential clients?
8. Where else are potential clients from CALD groups going to seek
similar services and why?
9. What are the outcomes for major CALD groups seeking FRCB services?
10. How long are parenting agreements lasting?
11. What reasons do clients provide for their breakdown?
12. Have mediated outcomes been effective (durable, workable etc.)?
13. How do such outcomes compare to those reached by non-CALD clients
(at FRCB and elsewhere)?
Objective 3: Examine the FRCB’s effectiveness in addressing issues of family
violence
14. Is family violence appropriately identified (at Intake; at another stage
in the process; at all)?
15. Where identified, is family violence appropriately responded to?
16. What other services are people concerned about family violence
referred to? Are these services helpful?
17. Where identified, how appropriately is family violence responded to
for CALD clients?
7.2

Literature review and methodology

Chapter 2 presented a concise overview of The Family Law Act (Cth) 1975 and its
recent amendments, along with the requirements and guidelines for the newly
created FRCs, to outline the legislative and structural contexts within which the
FRCB operates. It also presented a summary of the scholarly literature on family
violence, cultural sensitivity and mediation evaluation that informed the
conceptualisation and execution of this evaluation.
After supplying a summary of the mission of and services offered by the FRCB,
Chapter 3 then provided a description of the methodology adopted by this study,
which uses a multidisciplinary approach to examining the research questions
posed above. The data collection stage of the project utilised FRCB’s existing data
sources and also collected qualitative and quantitative information from
carefully identified stakeholders, including former FRCB clients (by phone or by
written questionnaire), representatives from appropriate community
organisations and related service providers, and gender-specific focus groups
from the relevant CALD communities. The data thus collected were then subject
to rigorous quantitative and qualitative analyses using current versions of
established programs and methods.
7.3 Accessibility and effectiveness of the FRCBs FDR
program
As a first step in evaluating the FDR service provided by the FRCB, the
researchers examined the accessibility of services both in general and in
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particular for members of local CALD communities, especially the Iraqi, Turkish
and Lebanese ones. The findings were presented in Chapter 4.
The vast majority of FRCB clients identified themselves as having an ‘Australian’
cultural background. In comparing FRCB clients with the general population of
the City of Hume, it was noted that people born in western countries (Australia,
NZ, the UK and the USA) were more likely to access the FRCB than people born in
other overseas countries. Nevertheless, in looking at the proportion of FRCB
clients born in Iraq, Lebanon and Turkey, it was found they reflected their
countries’ relative City of Hume population numbers in general.
Tracking the trajectory of FRCB clients revealed that out of the 228 cases opened
and closed from 1 May 2009 to 30 April 2010, 25.4 per cent left the service at the
Information Session stage, 39.9 per cent left at Family Relationship Assessment
(FRA), and 34.2 per cent went all the way through to FDR (via mediation). Survey
results indicated relatively high satisfaction with the intake process (M=7.36 out
of 10) and with the Information Session (M=7.99 out of 10). The major reason
why clients reported they did not continue after Intake was because they had
worked the situation out by themselves, and the foremost reason for not
proceeding after the Information Session was because they reported that their
partner would not agree to participate further. As might be expected, satisfaction
ratings showed that those who did not continue after Intake were less satisfied
with the service than those who went further in the process. If they left the
Centre without completing the process up till FDR, FRCB clients reported that
they were likely to seek assistance from another FRC or from counsellors,
psychologists or social workers.
Overall, the mediation process was deemed effective, with participants
indicating they felt treated with respect by the mediator, understood what was
going on and generally agreed that the process was fair. They did not feel
pressured to settle their dispute; nor did they feel they needed a support person
during the process. On the whole, participants reported that they would not have
preferred to go straight to court. These are positive findings that indicate that
the FRCB is providing an efficient and fair mediation process.
47.6 per cent (20 out of 42) of survey participants who completed FDR reported
reaching some sort of agreement at mediation, and 65 per cent (n=13 out of 20)
of the agreements were still in place at the time of the survey (on average 8.6
months after mediation). Ratings of mediation outcomes showed that
participants believed they had a good understanding of the agreements reached,
but their satisfaction with them was only moderate, and they felt they had only
moderate control over the outcomes of their disputes. However, data on cases
where an agreement was reached indicate it has been relatively durable, with
the mean rating of 7 out of 10 for the agreement being ‘practical, realistic and
workable’. There was a similar level of satisfaction with the agreement at the
time when it was reached and months later, and 65 per cent of agreements were
‘still in place’ at the time of interview. The most common reason provided for
why an agreement was no longer in place was because the ‘former partner broke
the agreement’.
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Survey participants suggested several opportunities for improvement for each
stage of the FRCB process and for the service overall. Suggestions were made in
regards to mediator conduct, timeliness, access and the legal aspects of FDR. The
overarching message was to have a more flexible service approach that could
customise the process stages, especially the Information Session and those
dealing with disputes to better meet the individual needs of the clients. A ‘onesize-fits-all’ approach did not allow for the different issues or problems clients
experienced or where they may be in terms of the relationship or in their
separation or parenting arrangements. Another important message was related
to time – the timeliness of moving through the service stages as well as the time
required to explore and understand underlying issues, differences and views, or
information given whether legal or related to the Centre’s processes.
7.4

FRCB and the local CALD communities

In Chapter 5 the services provided by the FRCB to existing and potential clients
from CALD backgrounds were examined in detail.
Although the research found that the FRCB offers best practice service delivery
focus group participants indicated that the FRCB’s services were not widely
known, More can be done by the FRCB in the areas of incorporating culturally
specific processes and norms, accommodating cultural needs beyond the intake
level, and raising awareness of its service to local CALD communities. For
example, differences between CALD communities and mainstream society
regarding norms and beliefs surrounding marriage and family disputes were
reported as constituting major barriers for CALD community members. Thus,
many of the focus group participants said they will not access the service due to
its focus on separation and divorce and would rather prefer a service with a
focus on reconciliation as a first step.
Nevertheless, the data revealed high levels of satisfaction with the cultural
appropriateness of the service among survey participants. However, many CALD
clients exited the service at an early stage, with some having been issued
certificates indicating that their matter was not appropriate for FDR even where
family violence was not an issue. This may be a result of staff perceptions or lack
of confidence in their ability to address any cultural issues raised. The relevant
literature reveals that a perception of inappropriateness of the service by staff
members may contribute to non-provision of services to CALD communities. In
addition, personally held biases on the part of staff members or systemic bias
may be contributing factors. Another explanation may be associated with how
staff interpret or are informed of what is appropriate for a FDR service to
provide under the relevant legislation and what is budgeted for.
It also is noteworthy that other CALD clients exit the service at an earlier stage
than the Iraqi, Lebanese and Turkish clients. An explanation for this
phenomenon could be that while the FRCB employs best practices for the latter
groups, it lacks such processes for other CALD community members. It may also
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not meet the expectations of these CALD communities on how family matters
should be addressed by their own laws or religious or cultural customs. Also,
such clients may experience language difficulties, may be less familiar with
mainstream services, lack family support or are subject to a range of other
factors, which are detailed in the relevant literature.
The level of acculturation was also found to contribute to the willingness, or lack
of it, to access services. For instance, process differences were found to be more
of an issue for overseas born CALD clients than for those born in Australia and
other western countries. The was some indication that CALD clients born in
other countries (except for those born in Iraq, Lebanon and Turkey) tended to
drop out earlier in the process than clients born in Australia, NZ, the USA and the
UK. Further analysis of the data showed that this drop-out rate may reflect the
fact that those overseas born CALD clients are perceived to have more ‘matters
inappropriate for resolution’ than those born here. In general, clients who have
lived in Australia for fewer than 15 years were less likely to access mainstream
services than those who have resided here longer, and where such people have
accessed the service, they were less likely to reach an agreement at mediation
than those who have been in Australia for longer.
7.5

Family violence

Family violence has been identified as one of the most serious social problems in
the City of Hume. The identification of family violence increased as cases
progressed through the FRCB process, and at the FRA stage, 78 per cent of cases
reported incidences of family violence. This finding may result from clients
becoming more comfortable with and less fearful of mediation the longer they
take part in it or it may be for a variety of other factors, such as the longer
session, more in-depth nature of the FRA process, mediator skill and better
understanding of the process.
However, in the telephone survey sample (n=76) only 27.6 per cent of
respondents indicated that there were issues from the history of the relationship
with their former partner that would make them afraid of being in the same
room with them. Women were more likely to report this fear than men (women:
51 per cent; men: 12.8 per cent).
Survey respondents who disclosed a history of family violence with their former
partners were asked a series of questions about whether they had been given an
opportunity to talk about family violence during their contact with the FRCB and
about what referrals were offered. The majority of former clients indicated that
they were given an opportunity to discuss their fears at Intake and during other
stages of the process. Participants were also asked how appropriate they found
the FRCB’s response to their family violence situation, and the overall rating
indicated that they believed the response was appropriate (M=7.04 out of 10).
Focus groups with men and women from Iraqi, Lebanese and Turkish
communities discussed issues of family violence. The most immediate definition
of family violence was ‘physical violence’, but upon further reflection,
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psychological and emotional abuse was also included. When asked whether
family violence was ‘an issue’ in their communities, the women’s groups
generally concurred that it was, although some women qualified this assessment
by saying that the incidence of family violence in their community was no
different to the mainstream incidence. However, men in the Iraqi and Lebanese
focus groups reported that family violence in their communities was ‘not very
common’. Statistical tests using the FRCB base data and the survey results found
no statistically significant differences in the reported incidence of family violence
among FRCB clients from CALD and non-CALD backgrounds. The length of time a
person had lived in Australia also did not make a difference to their reporting of
family violence to the FRCB. Conclusions about whether family violence is more
frequent in the Iraqi, Lebanese and Turkish communities are beyond the scope of
this research. Focus group results indicate family violence takes place, but it does
not seem to be more prevalent among FRCB clients from Iraqi, Turkish and
Lebanese backgrounds than those from other backgrounds.
The most common approaches to dealing with family violence identified in the
focus groups were seeking help from community elders, family and friends. All
groups also mentioned that a common approach to family violence was to hide
its occurrence. Asked specifically what services members of their communities
access when dealing with family violence and other family conflict, all CALD
groups mentioned social workers, counsellors and other professional services,
and also Legal Aid.
7.6

Conclusion

The three objectives of this evaluation were to examine 1) the general
accessibility of the FRCB, 2) the accessibility of FRCB services to local CALD
communities, and 3) the FRCB’s effectiveness in addressing issues of family
violence.
The data collected for this evaluation reveal that, overall, the FRCB is providing
accessible and effective services to separating couples, including those in the
Iraqi, Turkish and Lebanese communities. Its programmes are also relatively
successful in dealing with family violence. Nevertheless, the data also suggests
that there is some room for improvement.
Although City of Hume residents born in western countries were more likely to
access the BRFC than those born in other overseas countries, the proportion of
FRCB clients born in Iraq, Lebanon and Turkey reflected their countries’ relative
population numbers in City of Hume in general. However, to enable more
accurate comparisons between FRCB clients and City of Hume residents, the
researchers recommend that at Intake the FRCB collect information on country
of birth, date of arrival in Australia, main language spoken at home, education,
income and occupational categories.258
258

The researchers note that the FRCB commenced the collection of such information at Intake in April 2010.
However, such information was not collected during the evaluated 12 month period and the recommendation
pertains to that period.
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Tracking the trajectory of FRCB clients through the three stages of the FDR
process offered by the FRCB showed that roughly one-quarter left after the
Information Session, 40 per cent after the FRA stage, and about one-third
completed the process by attending mediation. Since we do not know how these
figures compare with those of other FRCs or family mediation services, we
recommend that a comparative study be done. Nevertheless, survey results
indicated relatively high satisfaction with the Intake process and with the
Information Session, with clients exiting after Intake mainly because they had
worked the situation out by themselves or exiting after the Information Session
mainly because their partner would not agree to further participation. Those
who did not continue after Intake were less satisfied with the FRCB than those
who went further through the process. If they left the Centre without completing
the process by attending mediation, FRCB clients reported that they were likely
to seek assistance from another FRC or from counsellors, psychologists or social
workers. To improve the retention rate, we make four recommendations:
1) customise the stages and nature of the process to meet better the
needs of individual clients;
2) provide more time for mediation parties to discuss all necessary
information and underlying issues during mediation and ensure parties
understand the legal and other information provided to them to protect
their best interests and the best interests of children and to help them
with decision making;
3) provide longer sessions for mediation where requested by clients; and
4) offer other options, , especially in family violence situations, such as
teleconferencing, which extends the option of shuttle mediation.
Overall, clients reported that they were satisfied with the mediation process,
indicating they understood the process, felt respected in it, and believed it to be
fair. They maintained that they did not feel pressured to settle, need a support
person with them, or would have preferred going to court.
About one-quarter of the survey participants reported reaching some sort of
agreement at mediation, and 65 per cent of the agreements were still in place an
average of 8.6 months after mediation. It would be important to know how
effective these agreements were over a greater time span, especially with respect
to parenting arrangements in the light of the changing requirements of children
as they grew older. To examine the durability of outcomes over the long-term,
the researchers recommend that the BRFC conduct a longitudinal study with a
focus on outcomes over a five-year period.
Generally, those who reached agreement indicated that they understood it but
that they were only moderately satisfied with the outcome and that they had
only moderate control over it, though they also saw it as ‘practical, realistic and
workable’. The most common reason provided for why an agreement was no
longer in place was because the ‘former partner broke the agreement’. Again, in
the absence of data from other programs, it is impossible to make meaningful
comparisons, and it is important to note that, with mandated FDR, many cases
are extremely complex and difficult for clients to resolve. Nevertheless, the
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researchers suggest that the BRFC trial other approaches to FDR (see below) to
try to improve the service. Thus we recommend that the FRCB consider making
changes to their model of service delivery and to monitor the effect of any
changes by conducting regular evaluation studies. In altering its approach, the
FRCB should consider suggestions made by participants in this evaluation
concerning the current operational practices such as mediator conduct,
timeliness, access, and legal aspects of FDR. Other suggestions made by the
researchers involve expanding on current practices by developing a more
flexible and case-management service approach which assesses the types of
issues clients have and matches these with a process that may best meet clients’
issues and needs, as well as:
1) expand the range of processes offered by the FRCB to deal with clients
problems and disputes; and
2) continue to engage with other agencies to identify and coordinate the
particular processes and specialities each service can offer clients to
minimise overlaps, plug service gaps, and develop a collaborative referral
system which matches clients’ needs to the best service or type of process
required.
Regarding cultural appropriateness, the data revealed high levels of satisfaction
among survey participants with the cultural appropriateness of the service.
Clearly, the FRCB generally offers best practice service delivery. However, there
is more it can do in the areas of incorporating culturally specific processes and
norms into its services, accommodating cultural needs beyond the intake level
and raising awareness of its service to local CALD communities.
In order to improve practices in these areas, some recommendations for the
BRFC are to:
1) continue to engage with local CALD community organisations and
stakeholders to identify cultural norms relating to family issues for
purposes of incorporation into the FRCB model where the law permits;
2) continue to engage culturally sensitive and competent interpreters,
while also investigating the possibility creating a special panel of
interpreters trained around sensitivities associated with FRCB services,
including confidentiality of process;
3) continue to engage with local CALD communities to learn more about
disputing and dispute resolution within those cultures, and, in addition
identify how appropriate local processes may be incorporated into its
model;
4) produce brochures and other information booklets which explain the
type and scope of services provided and distribute these to appropriate
agencies and community organisations;
5) take steps to advertise services to government and other agencies
providing services directly or indirectly related to FRCB services in order
to facilitate referrals to the FRCB.
The BRFC also should strive to continue to increase its awareness of the
sensitivities of CALD communities with respect to separation and divorce in
general and to design further processes that address them appropriately. Since
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many male focus group participants indicated that they would prefer a service
that considers reconciliation as a first step, the FRCB should think about
incorporating ways of offering this possibility without disempowering clients
who are clear about their need to separate. In general, the FRCB should take
steps towards developing a model that encourages a cultural analysis of each
dispute and which process best suits the given parties’ specific needs. To
accomplish this aim, it will need to modify Intake, Information Session and FDR
procedures and, where parties identify important cultural issues, adapt the
process to accommodate these parties.
As mentioned earlier, many CALD clients exited the service at an early stage,
with some having been given certificates indicating that the matter was not
appropriate for FDR even where family violence was not an issue. The
researchers recommend that the BRFC should investigate why CALD clients exit
the service even earlier than Iraqi, Lebanese and Turkish clients and do not
proceed to mediation, continue to monitor why CALD clients exited the service
early, monitor the movement of overseas born clients through the process for
any indications as to whether and why the service may not address their needs,
as well as pay particular attention to cases from these communities deemed ‘not
appropriate for resolution’.
Since the level of acculturation was also found to contribute to the willingness, or
lack of it, to access services, and the findings indicated that overseas born CALD
clients tended to drop out earlier in the process than clients born in Australia
and other western countries, have more ‘matters inappropriate for resolution’ or
not reach agreement at mediation, then it is recommended that the FRCB better
understand the reasons for these actions and adjust its procedures to meet the
needs of this group where appropriate.
Family violence is a major social problem in the City of Hume and unsurprisingly
showed up prominently in the research data. In the vast majority of cases
investigated, family violence incidence was reported, and the rate of
identification increased as cases progressed through the FRCB process, so that at
the FRA stage 78 per cent of cases involved reported an incidence of family
violence. In general, the incidence of family violence at the FRCB is roughly in
line with the reported rate in the most recent study of separated couples, and the
rate of family violence allegations recorded in cases heard by the Family Court of
Australia in 2003. In addition, prospective clients at Intake indicated high rates
of mental health and substance abuse issues, leading to more complex cases and
the need for specialist referrals and staff training in such matters.
More than one-quarter of those surveyed by telephone reported being afraid of
being in the same room with their partner, including slightly more than half of all
women and one-eighth of the male sample. It is recommended that greater
flexibility in meeting the needs of individual clients, for example using
teleconferences for those not wishing to be in close proximity to the former
partners be adopted.
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The majority of former clients who had disclosed a history involving family
violence indicated that they had been given opportunities to discuss their fears
during the FDR process, and in general these clients rated the FRCB’s response to
their family violence situation as appropriate. FRCB clients were particularly
positive about the appropriateness of referrals made, a figure significantly higher
than the satisfaction rate for referrals outlined in the most recent study of
separated couples.
Focus group participants, at first glance, defined family violence in physical
terms but in discussion also points to psychological and emotional abuse. Female
participants identified family violence as an issue in their communities, whereas
Iraqi and Lebanese males reported it as ‘not very common’. No statistically
significant differences in the reported incidence of family violence among FRCB
clients from CALD and non-CALD backgrounds were found; nor did the length of
residence in Australia affect participants’ reporting of family violence.
Conclusions about the comparative frequency of family violence in the Iraqi,
Lebanese and Turkish communities are beyond the scope of this research but
could be investigated in future research.
According to information supplied in the focus groups, common ways of handling
family violence included seeking help from community elders, family and friends,
as well as ‘hiding’ it. More advertising in multi-cultural media to highlight what
family violence is and greater contact with newly arrived migrant women was
recommended by participants. Focus group participants indicated that services
accessed by those affected by family violence included social workers,
counsellors and other professional services, and also Legal Aid. However, FRCB
needs to continue its work with religious and community leaders,
representatives and established social groups in order to be viewed by CALD
communities as providing an effective service in family matters, including with
family violence.
Most of the focus groups, regardless of gender, shared the view that Australian
law favours women in separation. A significant proportion of males and a very
small proportion of females in the most recent study of separated couples raised
a similar concern. This finding is important to consider in terms of how satisfied
or not clients may be with the FRCB and what information may be useful for
clients to help understand the different outcomes in family law matters.
Other recommendations for improving the ways in which the FRCB addresses
family violence from various stakeholders included: training more CALD
community works as FDRPs, employing bilingual workers, improving links with
CALD groups and community and religious leaders, advertising in multicultural
media, and providing more training to FRCB staff in heightening their sensitivity
to family violence issues within different cultural contexts. As with the
recommendations for CALD communities, the researchers emphasise again the
importance of a flexible and case-management approach to address family
violence matters and better meet the needs of individual clients, along with
offering longer Intake and Information Sessions specifically for CALD groups.
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To conclude, this report contains a number of specific recommendations to
improve or extend current operational practices of the FRCB. However, there are
other recommendations that make reference to broader systemic changes and
expanding the current model of practice. Such recommendations reflect the
evolution in the area of dispute resolution and the changes to the justice system,
which includes adopting case-management type methods to improve intake
strategies that assess issues and match them with appropriate processes. Such
changes reflect a greater effort to respond to the relational context of
disagreements, social problems, disputes and conflicts, and the understanding
that more than one process may be required to address the issues involved. For
instance, the Neighbourhood Justice Centre (NJC) in the City of Yarra259
symbolises this evolution by offering a comprehensive systems model by
providing a ‘one-stop’ integrated service response to court users and the local
community. There is a variety of on-site client services under a single roof (such
as mental health, legal and financial services) and different dispute and conflict
resolution processes offered to community members, along with the magistrate
who assesses whether a person may require counselling, a problem-solving
meeting, mediation or conferencing. One of the NJC’s goals is the aim to increase
the participation of the community in the justice system and to have a variety of
staff, social agencies and the local community involved together in improving
how the Centre can provide for the needs of the community. The NJC model is
relevant to the FRCB in that it demonstrates that:
 the benefits of working with client groups and agencies to ascertain how
to improve service delivery;
 assessing what issues are best suited to which process can better address
clients’ rights and needs;
 agencies working collaboratively can offer a suite of services to clients
and provide a more effective referral system; and
 resources can be shared across agencies.
The FRCB may not be able to relocate and be under the one roof with related and
relevant services, but it may be able to extend its partnership and consortium
with other agencies and aim to work more collaboratively with other services to
affect some of the changes and benefits highlighted. Due to the difficulties in
handling the problems posed both by cultural factors and the complexity of the
cases, with high rates not only of family violence but also mental illness and
substance abuse, the FRCB could benefit from working more closely with health
and legal services. Such an approach may also entail related services and other
FRCs establishing a list of mediators and other conflict resolution practitioners
with cultural and other expertise who could be utilised across the services and
operate on a rotational or needs basis. Discussing the possibility of a centralised
regional phone service with workers fluent in the major community languages is
See Courts and Tribunals Unit, Department of Justice Victoria. (2009). Victoria’s Neighbourhood Justice
Centre: Current Initiatives Paper, Indigenous Justice Clearinghouse paper: ISSN 1837-1949; and University of
Melbourne and Flinders University, Brotherhood of St Laurence, Social Research Centre, &
PricewaterhouseCoopers (2010). Evaluating the Neighbourhood Justice Centre in Yarra, 2007-2009, Victorian
Government Department of Justice, Melbourne.
259
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also worth considering so that phone inquiries can be handled in the preferred
language of the caller. At present, the FRCB only offers mediation, but it may
consider how conferencing or other facilitated models could be adopted by the
service to deal with reconciliation, intergenerational or family conflict, or
problems arising post-mediation or with parental agreements that require
modification. If the Centre is unable to expand its processes, then it may consider
whom to refer clients to or bring practitioners into the Centre whilst still
monitoring the ‘case’ overall.
7.7

List of recommendations

The researchers acknowledge that much of what the FRCB does and strives to do
reflect best practice approaches, so many of the recommendations are to
continue along established lines. Some additional recommendations also are
made to foster expanding the current model of practice.
1. Customise the stages and nature of the process to meet the needs of
individual clients. For example, clients who have been separated for a long
time or those who have attended the session elsewhere may not need to
attend the Information Session. Greater attention paid to the needs of
individual clients at the front end of the FRCB process (e.g. at Intake) may
contribute to greater satisfaction and lasting outcomes. This includes how
well a client has understood the information provided, identification of
issues of concern to them, and the type of information and/or discussion
they may require in order to understand better their situation, their own
rights and interests and those of others involved.
2. Where appropriate, provide more time for mediation parties to understand
all necessary information and discuss all relevant underlying issues during
mediation and ensure parties comprehend the legal and other information
provided to protect their best interests and the best interests of children and
to help them with decision making.260
3. Offer the option of a teleconference in shuttle mediation (see
recommendation 21 below) and provide the option for longer mediation
sessions where requested by clients.
4. Collect at Intake information on country of birth, date of arrival in
Australia, main language spoken at home, education, income and
occupational categories to enable more accurate comparisons between
FRCB clients and data from the Australian Bureau of Statistics.
5. Update the FRCB electronic case management system to allow easy
identification of: how many clients actually attended (not just enrolled to
attend) each stage, and the outcomes of FDR.
260

Prior to the conclusion of this evaluation, the FRCB have started to address some of these issues. For example
in May 2010, the Centre established a relationship with the Broadmeadows and Moonee Valley Community Legal
Centres to offer individual appointments to their clients to ensure they understand appropriate legal information.
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6. Conduct a longitudinal study with a focus on outcomes over a five-year
period in order to examine the durability of outcomes over the long term.
Enrol clients in research at the end of their mediation session and offer
incentives for their participation.
7. Conduct regular evaluation studies in order to monitor the effect of any
changes to the FRCB model, using the current study as a baseline for
measurement.
8. Investigate why clients from CALD communities aside from the Iraqi,
Lebanese and Turkish communities, are not proceeding from the FRA stage
to FDR/mediation and tend to leave at the FRA stage.
9. Continue to monitor the progress of overseas-born clients for any indication
as to whether and why the service may not be suitable to their needs and
what needs to be done to make the service more culturally appropriate.
10. Continue to engage with local CALD community organisations and
stakeholders to identify cultural, including religious, norms relating to
family issues that could be incorporated into the FRCB model, where
Australian law permits.
11. Continue to engage with local CALD communities to learn more about
disputing and dispute resolution within those cultures identify how
appropriate local CALD processes may be incorporated into a flexible FRCB
model.
12. Continue to increase awareness of the sensitivities of CALD communities
about separation and divorce and design improved processes that address
or avoid exacerbating these sensitivities.
13. Continue to engage culturally sensitive and competent interpreters and also
investigate the possibility of creating a panel of interpreters specially
trained around sensitivities associated with FRCB services, including
confidentiality of process. A greater number of service staff able to speak
the languages of the clients’ groups would also be of benefit.
14. Revise intake, information session and FDR procedures to incorporate a
structured cultural analysis of the dispute, similar to current practice
relating to Family Violence, identifying specific questions to be put to clients
during intake with the aim of recognising cultural issues. Where parties
have identified important cultural issues, the FRCB should re-design the
process to accommodate and address the needs of these parties.
15. Commission research to investigate possible barriers encountered by staff
members in provision of services to CALD communities, in particular the
reasons for issuing a Certificate for the Family Court on the basis of socalled ‘inappropriateness for resolution’ and ensure clear documentation of
the reasons for such decisions.
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16. Take further steps to advertise the range of services to other agencies
providing services directly or indirectly related to those of the FRCB in order
to facilitate referrals; produce brochures and other information booklets
that explain the type and scope of services provided.
17. Engage with other services to identify the particular processes and
specialities each offers clients and develop a greater collaboration across
services to minimise crossovers and plug any gaps in service delivery not
currently offered to clients. This step could also improve the referral process
from the FRCB (linking the client to the most appropriate service) and to
the FRCB (with greater understanding of what its service offers).
18. Advocate to FaHCSIA the importance of incorporating into the current
model, where appropriate, the proposed ways of making the service even
more culturally sensitive, including providing additional processes that
focus on acknowledging difference, understanding conflicts in a cultural
context (not just as an individual concern) and problem-solving for a
variety of situations, e.g. as an already separated couple, as members of a
family experiencing intergenerational difficulties, as parents managing
parenting issues after or during separation, and as participants in a larger
family system including the couple, the children and extended family. Where
not contrary to the interests of one client, an exploration of reconciling a
couple’s relationship as well as reconciling differences, misunderstandings
and hurt feelings within the family more broadly may be offered.
19. Reach out to newly-arrived migrant women from Iraqi, Turkish and
Lebanese communities through established social groups and trusted
community representatives.
20. Continue to advertise in multi-cultural media and continue to work with
religious and community leaders.
21. Customise the process to meet the family violence needs of individual clients.
For example, those who do not want to see their former partner might
prefer the option of a teleconference, like that piloted by Relationships
Australia, rather than using shuttle mediation.
22. Continue to provide ongoing training about family violence to mediators
and other staff, especially concerning the types of questions asked and
recognition of signs indicating family violence and mental health issues or
substance abuse, as well as the links between mental health problems and
family violence.
23. Train CALD workers to become family mediators and increase the number
of bilingual workers in the service, who are more likely to be aware of
cultural signs of family violence.
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24. Consider offering longer sessions and that include specific information on
family violence specifically for CALD groups in information sessions.
25. Continue and improve referral processes, especially to partner counselling
and support groups as well as mental health services if appropriate.
26. Consider offering counselling services at FRCB and workshops on women’s
rights or information sessions on family violence.
27. Consider further methods for addressing the concerns of children witnessing
family violence or affected by it, as well as for making appropriate referrals.
In addition, the FRCB could:
28. Consider how to develop a more comprehensive service to its clients and
extend its partnership and consortium with other agencies and aim to work
more collaboratively with other services to coordinate and expand the
services provided, reducing overlaps and gaps in service delivery.
29. Consider enhancing current practices by developing a more flexible, casemanagement service approach that assesses the types of issues clients have
and matches these with a process that may best meet clients issues and
needs, as well as expand the range of processes offered by the FRCB to deal
with client problems and disputes or consider who to refer clients to or
bring practitioners into the Centre whilst still monitoring the ‘case’ overall.
Such an approach could mean providing processes that deal with
reconciliation, intergenerational or family conflict, or problems arising
post-mediation or with parental agreements that require modification. (See
recommendation 18)
30. Establish with related services and other FRCs a list of mediators and other
conflict resolution practitioners with cultural and other expertise who could
be utilised across the services and operate on a rotational or needs basis
and also a centralised regional phone service with workers fluent in the
major community languages.
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Appendix A: The Research Team
Researchers’ short biographies and relevant publications
Lola Akin Ojelabi
Lola is a Lecturer in the School of Law, La Trobe University. She also is a gazetted
mediator in the state of Victoria and does casual work with DSCV. She completed
her PhD on ‘Culture and its impact on conflict, conflict resolution processes and
outcomes’. Her publications on culture and conflict resolution include:
Akin Ojelabi, O. (Sept 2010) Improving Access to Justice through Alternative
Dispute Resolution: The Role of Community Legal Centres in Victoria,
Australia: Research Report (Rights and Justice Program, School of Law, La
Trobe University)
Akin Ojelabi, O. (Oct 2009). Values and the Resolution of Cross-Cultural Conflicts.
Global Change, Peace and Security.
Akin Ojelabi, O. (2008) Culture and Communication: Implications for Conflict
Resolution Practitioners. 19 (3) Australasian Dispute Resolution Journal
189-197
Akin Ojelabi, O. (2007) Transforming Communities through Conflict Resolution
Practices. 7 (2) International Journal of Diversity in Organisations,
Communities and Nations.
She has also presented papers at various conferences on culture and conflict
resolution and was invited to speak on 'Community Integration Issues for
African Migrants' at the Family Mediation Centre's AGM in 2007.
Nikola Balvin
Nikola Balvin is a senior researcher at La Trobe University. She was previously
the Mediation and Conflict Resolution Program Manager at the Australian Centre
for Peace and Conflict Studies at The University of Queensland (Melbourne
office) and the manager of the International Conflict Resolution Centre at the
University of Melbourne. She has sound research experience in the area of
conflict resolution and has also conducted research in government, academia
and the corporate sector. She has designed research methodologies, analysed
and interpreted data, and written reports on various ADR and conflict resolution
topics, including mediation and online ADR.
Her relevant experience includes:
 Co-authoring the interim evaluation report of the Dispute
Settlement Centre of Victoria (DSCV) mediation pilots at
Corio/Norlane and the Neighbourhood Justice Centre in
Collingwood.
 Undertaking a research project with the DSCV which examined
factors contributing to the successful outcomes of mediation.
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Examining the role and application of mediation in the Supreme
and County Courts of Victoria.

She has taught mediation, negotiation and conflict resolution at several
universities, including The University of Queensland, La Trobe University,
Victoria University and The University of Melbourne. Nikola is an accredited
mediator under the National Mediator Accreditation Scheme (NMAS) and a
member of LEADR.
Publications related to mediation and evaluation:
Sourdin, T. & Balvin, N. (2009). Lessons from the ‘Mediation in the Supreme and
County Courts of Victoria' Research Project’. Australasian Dispute
Resolution Journal, 20. 142-152.
Balvin, N., Bornstein, J., Bretherton, D. (2007). Current trends in the selection,
training and support of Australian and Canadian volunteers: The issue of
volunteer stress. Australian Journal on Volunteering, 12 (2), 6-20.
Balvin, N. (2008). UNICEF’s understanding and engagement in peace-building: A
review of emerging issues and related activities.
Sourdin, T. & Balvin, N. (2008). Interim Evaluation of Dispute Settlement Centre
Victoria Projects: The Neighbourhood Justice Project. The Corio/Norlane
Community Mediation Project.

Helen Cleak
Helen is a Senior lecturer in the School of Social Work and Social Policy at La
Trobe University and teaches in field education, interdisciplinary professional
practice, skills, and a new elective in family mediation. She has a background in
health care and completed the postgraduate diploma in conflict resolution
(equivalent to the Master’s Degree) in Family Law Mediation. She has
undertaken research in the area of family mediation and family violence is the
principal investigator of an ARC Linkage Grant looking at the efficacy of family
mediation when family violence is present. She has written two textbooks.
Her publications on family mediation include:
Cleak, H., Bickerdike, A., & Moloney, L. (2006) Women’s services’ perception of
and referral to family mediation. Journal of Family Studies, 12, 2, 185-202
Cleak, H. and Bickerdike, A. (2004). Perceptions of and referral to family
mediation by women’s services. Paper presented to the 7th National
Mediation Conference, Darwin, Australia, June, 2004
Bickerdike, A., Bailey, A., Pullen, J., and Cleak, H. Family violence and family
mediation. An arranged marriage or an opportunity for growth, 9th
Australian Institute of Family Conference, Melbourne, 9-11 February, 2005
Tom Fisher
Tom Fisher, PhD, is senior lecturer and foundation coordinator of the graduate
programs in conflict resolution and family law mediation at La Trobe University.
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At La Trobe, he has taught conflict resolution and mediation to law students and
social science students on both the undergraduate and graduate levels. He is on
the mediation panel at the Dispute Centre of Victoria and has a Graduate
Diploma in Family Law Mediation. He has mediated in community, workplace,
planning, and family disputes.
He has published articles on various aspects of mediation in Conflict Resolution
Quarterly, Australasian Dispute Resolution Journal, ACResolution, Journal of Family
Studies, ADR Bulletin and Australian Municipal Journal. He is a co-author of two
major evaluations of family law mediation for the Australian Federal AttorneyGeneral’s Department, for which he also has been a consultant in the design and
delivery of ‘Children in Focus’, a national professional development conflict
management, and in developing standards for family mediators. In addition, he
has worked on consultancies for the Family Court of Australia, International
Institute for Negotiation & Conflict Management, Department of Justice (Vic),
Correctional Services Division, Law Reform Committee of the Parliament of
Victoria, and the Youth Homelessness Task Force, and the Shire of Nillumbik.
Publications on Family Mediation and Evaluation:
‘Why teach alternative dispute resolution to students?: An empirical survey’ ,
Parts One and Two, Legal Education Review 17:1-2 (2007) (with Judith
Gutman and Erika Martens), 67-101
‘Family Mediators and Lawyers Communicating about Children: PDR-Land and
Lawyer-Land’, Journal of Family Studies 9:2 (October 2003), 201-218
‘Why Children in Focus? Why Now?’ Journal of Family Studies 9:1 (April 2003), 921 (with Lawrie Moloney)
‘Children and the Shadow of the Law: A Resource for Primary Dispute Resolution
Professionals’, Journal of Family Studies (April 2003), 81-105 (with Julia
Pullen)
‘Advice by Any Other Name …’, Conflict Resolution Quarterly 19:2 (Winter 2001),
197-214
Managing Difference: Federally-Funded Family Mediation in Sydney (Canberra:
Attorney-General’s Department, September 1996), 2 vols. (with Lawrie
Moloney, Anthony Love and Sandra Ferguson)
‘The Words to Say It—Clients’ Own Experiences of Family Mediation’, Australian
Journal of Family Law 10 (1996), 53-63 (with Lawrie Moloney, Tony Love
and Sandra Ferguson)
Federally-Funded Family Mediation in Melbourne (Canberra: Attorney-General’s
Department, 1995), 108+27 pp. +appendices (with Tony Love, Lawrie
Moloney and Sandra Ferguson).
Alikki Vernon
Alikki has a Masters Degree in Conflict Resolution and has been a part of the
conflict resolution teaching staff at La Trobe University since 2003, which has
involved lecturing, coaching and devising courses in both the undergraduate and
postgraduate programs. Her area of research is in the mental health field where
she is completing a doctorate on how to incorporate conflict resolution
processes into this area. She also is a part of an ARC Linkage Grant research team
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at the University of Sydney reviewing the Mental Health Tribunals in three
states.
Her work in the conflict area involves coaching and training for other
organisations such as LEADR, Trillium, IAMA and ACPACS and she is an
accredited facilitative and transformative mediator. In private practice, she
mediates mainly workplace and relationship conflicts and also conducts in-house
training or facilitation for organisations and community groups. She currently is
a committee member of the Victorian Association of Restorative Justice.
Forthcoming articles:
Tait, D, Carney, T and Vernon, A ‘Fostering participation in mental health
hearings: the nuances of justice’, (2009), Journal of Judicial Administration
Beaupert, F and Vernon, A, ‘Odyssey of Hope: The Role of Carers in Mental Health
Tribunal Processes and Systems of Mental Health Care’ (2009) Alternative
Law Journal
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Appendix B– FRCB Data Collection Phases

261

The process

Data Collected

1. Initial phone call or walkin (CSO completes form)

CSO completes 1st part of
survey 1

2. Intake

Intake worker completes 2nd
part of survey 1 and survey 2

Referral

3. Child in focus information
session

4. Family Relationship
Assessment (Individual
meeting with the mediator)

Client completes survey 3
(pages 1-3) for FAHCSIA

FDR practitioner completes
survey 3 (pages 4-5) for
FAHCSIA

5. Dispute Resolution/ FDR
co-mediation

FDR practitioner completes
survey 4

Client completes survey 5
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To view the forms and surveys used by the FRCB, please contact the Centre Manager on (03) 9351 3700.

159

Appendix C – Interview Questions for CALD Group
and Agency Representatives
CALD group representatives
Semi-structured, in-depth interviews with formal representatives from
CALD communities (e.g. the Spectrum Migrant Resource Centre, MacKillop
Cultural Consultative Committee, Victorian Lebanese Community Council
etc.)






Introduce study, state purpose of interviews (inform of the evaluation of
the FRCB and dealing with family disputes in CALD communities)
Read participant Information form
Sign Consent form
Thank representative for participating
Ask if they have any questions

PART A – Research questions
1. Conflicts about what types of issues would be considered family disputes
within your community?
2. What do members of your community do when they experience
problems with their spouse or family? Whom do they talk to?
3. What do members of your community do when they are separating from
their partner?
4. Are you aware of any family dispute resolution centres in Victoria?
5. Before today, what did you know about the FRCB?
6. Are you aware of members of your community accessing FRCB services?
7. If yes [to question 6], what comments have been made regarding the
service received?
8. If no [to question 6], why are members of your community not accessing
FRCB services?
9. What can the FRCB do to make their services more appropriate for
members of your community?
10. Is family violence an issue within your community?
11. What would be considered acts of family violence within your
community?
12. How does the community deal with family violence issues?
13. Where identified, how appropriately do you think family violence is
responded to?
14. Do members of your community access any services when they
experience family violence? What services do people who experience
family violence go to? How helpful are these services?
15. Are you aware of any family violence cases from your community that
have been dealt with by the FRCB?
16. Do you think FRCB processes appropriately respond to family violence
issues within your community? How helpful are these services?
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17. How can the FRCB services be improved to better respond to separating
couples where violence is an issue?
18. What differences exist between community processes and FRCB
processes in dealing with family violence?

PART B – Consulting questions
Questions regarding appropriate methodology for data collection from CALD
communities.
 We wish to ask similar questions as those above of people from
Iraqi/Lebanese/Turkish backgrounds. We want to run separate focus
groups for men and women and then later on conduct telephone surveys
(or written surveys if preferred) with individuals. Do you think this
approach will work? Will people from your community feel comfortable
participating in focus groups discussing these issues?
 How comfortable will people from your community feel speaking to an
interviewer over the phone? Is there anything an interviewer should say
or avoid saying?
 What other approaches would you suggest?
 What language should the focus group be conducted in?
 How can we best work with interpreters?
 Can you suggest ways that we can recruit people from your community?
 Can you suggest a comfortable venue that is easy to get to for people
from your community for the focus group?
 Can you suggest another formal representative from your community
that we should interview?
Agency representatives
Semi-structured, in-depth interviews with representatives from agencies
providing services accessed by potential FRCB clients






Introduce study, state purpose of interviews (inform of the evaluation of
the FRCB and dealing with family disputes in CALD communities)
Read participant Information form
Sign Consent form
Thank representative for participating
Ask if they have any questions

1.
2.
3.
4.

What types of disputes present at this service?
Who are the clients that attend you services?
What percentage of your clients are from CALD backgrounds?
What percentage of all your clients (CLAD and non-CALD) use separationrelated services?
5. What percentage of your clients who are separating are from CALD
backgrounds?
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6. Have you dealt with any cases that included family violence? What were
they? What did you do?
7. What percentage of your clients have family violence issues?
8. What percentage of your clients who have family violence issues are from
CALD backgrounds?
9. Are your clients aware of the FRCB services?
a. If yes, do they use them? Why/why not?
b. If no, do you ever refer them to the FRCB?
10. What difficulties do these clients experience in accessing your and other
services?
11. What types of clients would you refer to the FRCB? Are there clients who
you wouldn’t refer?
12. As far as you know, how appropriately is family violence responded to at
the FRCB?
13. How appropriately do you think the FRCB responds to separating
families from CALD communities?
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Appendix D – Focus Group Questions
Demographic information to be collected prior to focus group
commencement
1. What is your gender?
2. How old are you?
3. What cultural background(s) do you identify with?
i. If more than one, which do you identify with most strongly?
4. What country were you born in?
5. How long have you lived in Australia?
6. Are you an Australian citizen?
7. What is your occupation?
8. What is your postcode?
9. Have you ever contacted the Family Relationship Centre
Broadmeadows or used any of their services?
Focus groups with informal representatives from CALD communities
(Same questions for women and men – although they were in different
sessions):
 Introduce study, state purpose of focus groups
 Provide information on timing, payment, the process itself and focus
group norms (e.g. everyone’s opinion counts. Treat each other with
respect. No right or wrong answers).
 Discuss confidentiality of focus group discussion
 Read Participant Information Sheet
 Sign Consent form
 Thank participants for participating
 Ask if there are any questions
 If short of time, ask questions in bold type only

1. Describe the different types of family units within your community.
2. What types of family disputes occur in your community?
3. What do members of your community do when they experience
problems with their spouse or family? Whom do they talk to?
4. What do members of your community do when they separate from
their partners (i.e. their husband, wife or de facto partner)?
5. Is this type of conflict (separation) experienced differently by men and
women?
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6. What are some other factors that influence the way people approach and
experience conflict? (If necessary, prompt: Does the level of education,
how long they’ve lived in Australia, ability to earn income, or their
religious beliefs influence how they experience or approach conflict?)
7. Is family violence an issue within your community?
8. What would be considered acts of family violence within your
community?
9. Is family violence experienced differently by men and women?
10. If yes to question 8, are children affected and if yes, how?
11. How does the community address family violence issues?
12. Where identified, how appropriately is family violence responded to in
your community?
12 a) In your opinion, how appropriate is this response?
13. What are some services members of your community access when
they experience:
a. Family disputes?
b. Family violence?
c. How helpful are these services?
d. If they do not access services, why not?
14. Are you aware of any family dispute resolution centres in Victoria?
15. Before today, what did you know about the FRCB? What services do
you think they offer?
a. What is mediation?
b. How does the mediation offered at the FRCB compare to mediation
in your own culture?
16. Are you aware of people from your community who have accessed FRCB
services?
a. If yes [to question 15], what comments have you heard regarding
the service received?
b. Are you aware of any family violence cases that have been dealt
with by the FRCB?
c. If no [to question 15], do you know why FRCB services are not
accessed by members of your community?
17. Do you think FRCB processes respond appropriately to family
separation and family violence issues within your community? How
helpful are these services?
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EXPLAIN WHAT THE FRCB DOES. THE BASICS OF MEDIATION,
MEDIATOR IMPARTIALITY AND PARTY SELF-DETERMINATION.
18. Do you think FRCB processes/services are culturally appropriate for
members of your community?
19. What can the FRCB do to make their services more appropriate for
members of your community?
20. How can they better respond to cases involving family violence? How
would you like FRCB to respond to family violence cases?
21. What differences exist between normal community processes and FRCB
processes in dealing with family violence issues and separation?
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Appendix E: Telephone Questionnaire
Telephone interviews/surveys with former FRCB clients
START OF INTERVIEW

Interview ID_____

Section 1 - Warm up questions [Ask everyone]
1. How did you find out about the FRCB?____________________________
2. Why did you contact the FRCB?______________________________
3. After you completed Intake (the first step where some forms were filled
out about you and your situation) with an Intake worker at the FRCB, did
you go on to use some of the other FRCB services?
a. Yes, I went on to complete the Information session, but not all the
way to mediation [After Q10, go to Section 3 – Information
Session Clients]
b. Yes, I went on to complete mediation
[After Q10, go to Section 3]
c. No, I did not continue after Intake [After Q10, go to Section 2
Intake only]
4. When did you and your former partner separate?______________
5. How many children do you have?_______________________________
6. Did you require the service of an interpreter when you accessed the
service?



Yes [If yes, go to Q5]
No [If no, go to Q6]

7. How satisfied were you with the interpreting service? Please use a scale
of 0-10, where 0 is not at all satisfied and 10 is extremely satisfied
0--------1---------2-----------3----------4----------5---------6----------7---------8----------9-----------10
Not at all satisfied
Extremely satisfied
N/A

8. [Answer if yes at question 3b, otherwise go to Q8] How many times did
you attend mediation/FDR at the FRCB?________________________
9. When was the last mediation you attended?__________________________
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10. [ASK EVERYONE] On a scale of 0-10, where 0 is not at all satisfied and 10
is extremely satisfied, how satisfied were you with the overall service
provided to you by the FRCB – from start to finish?
0--------1---------2-----------3----------4----------5---------6----------7---------8----------9-----------10
Not at all satisfied
Extremely satisfied
N/A

[GO TO SECTION 2 OR 3 DEPENDING ON ANSWERS AT Q3 ABOVE]
Section 2 - Intake only [Complete only if no at question 3c]
1. How satisfied were you with the intake process?
0--------1---------2-----------3----------4----------5---------6----------7---------8----------9-----------10
Not at all satisfied
Extremely satisfied
N/A

2. Why did you not proceed after Intake? ______________________________
3. Did you seek assistance from another service? Yes/ No
If yes, which one? _____________________
If no, why not?__________________________________________________
4. What did you do about your family situation after this?
________________________________
5. Have you previously attended mediation?
Yes
No [If no, go to Q7].
If yes, where?___________________ When?_______________________________
6. How helpful was the mediation you previously attended? Please use a scale of
0 to 10, where 0 is “not at all helpful” and 10 is “extremely helpful”.
0--------1---------2-----------3----------4----------5---------6----------7---------8----------9-----------10
Not at all helpful
Extremely helpful

7. What could the FRCB do differently to assist you to use their service again?
_____________________________________________________________________________________________
_________________________________________
[GO TO SECTION 5, Qs 17-18]
Section 3 – Information Session/Family Relationship Assessment (FRA)
Clients [This section is only for those clients who went on after Intake.
Complete only if “Yes” at Q 3a and 3b]
1. How satisfied were you with the intake process? Please use a scale of 0 to 10,
where 0 is “not at all satisfied” and 10 is “extremely satisfied”
0--------1---------2-----------3----------4----------5---------6----------7---------8----------9-----------10
Not at all satisfied
Extremely satisfied
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2. How satisfied were you with the Information session you attended?
0--------1---------2-----------3----------4----------5---------6----------7---------8----------9-----------10
Not at all satisfied
Extremely satisfied

3. [ASK Qs 3-8 ONLY IF THEY DID NOT ATTEND MEDIATION/FDR. OTHERWISE
GO TO SECTION 3]
Why did you not proceed after the Information Session?
______________________________
4. Did you seek assistance from another service? Yes/ No
If yes, which one? _____________________
If no, why not?__________________________________________________
5. What did you do about your family situation after this?
________________________________
6. Have you previously attended mediation? Yes/No
If no, go to question 8.
If yes, where?___________________ When?_______________________________
7. How helpful was the mediation you previously attended? Please use a scale of
0 to 10, where 0 is “not at all helpful” and 10 is “extremely helpful”.
0--------1---------2-----------3----------4----------5---------6----------7---------8----------9-----------10
Not at all helpful
Extremely helpful

8. What could the FRCB do differently to assist you to use their service again?
_____________________________________________________________________________________________
_________________________________________
[GO TO SECTION 5, Qs 17-18]
Section 4 – Mediation/FDR [Complete if yes at Q 3b]
Introduction: This section asks you about the mediation session; that is the
session where you and another person (most likely your former partner)
discussed disputed issues with the assistance of two mediators/FDR
practitioners [Note to interviewers: Use the term “mediation” of “FDR”,
depending on what the client is familiar with] .
Are you clear which session I am referring to?
[If no, provide further explanation.]
We would like you to think about the last mediation/FDR session you attended
at the FRCB when you answer these questions.
1. Were you and your former partner in the same room during mediation?
Yes
No
Some of the time
2. How many mediators mediated your case?
Other__________
3. Was your mediator male or female or both?
1 male
1 female
Both a male and a female

1

2

2 females

2 males
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I am going to read out several statements about the mediation/FDR session you
attended. I would like you to tell me the level to which you agree or disagree
with these statements. The scale you need to use is a scale from 0 to 10, where 0
is “strongly disagree” and 10 is “strongly agree” and 5 is in the middle and means
“neither agree or disagree”. Please tell me your rating number after I read each
statement.
4. Mediation helped us to agree on parenting issues
0--------1---------2-----------3----------4----------5---------6----------7---------8----------9-----------10
Strongly disagree
Strongly agree

N/A
5. I feel that I received enough information to protect my own best interests
during the mediation process
0--------1---------2-----------3----------4----------5---------6----------7---------8----------9-----------10
Strongly disagree
Strongly agree

6. My partner/spouse acted negatively during the mediation
0--------1---------2-----------3----------4----------5---------6----------7---------8----------9-----------10
Strongly disagree
Strongly agree

7. I wish the mediators had controlled the process more effectively
0--------1---------2-----------3----------4----------5---------6----------7---------8----------9-----------10
Strongly disagree
Strongly agree

8. Being in mediation helped me understand my spouse/partner’s point of
view better
0--------1---------2-----------3----------4----------5---------6----------7---------8----------9-----------10
Strongly disagree
Strongly agree

9. The mediator/s was/were skillful
0--------1---------2-----------3----------4----------5---------6----------7---------8----------9-----------10
Strongly disagree
Strongly agree

10. Mediation has helped me and my spouse/partner to better understand
our children’s needs and reactions to separation
0--------1---------2-----------3----------4----------5---------6----------7---------8----------9-----------10
Strongly disagree
Strongly agree

N/A
11. I often felt that my spouse/partner had an advantage over me during our
discussions in mediation
0--------1---------2-----------3----------4----------5---------6----------7---------8----------9-----------10
Strongly disagree
Strongly agree
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12. The mediators provided useful legal information during the mediation
session
0--------1---------2-----------3----------4----------5---------6----------7---------8----------9-----------10
Strongly disagree
Strongly agree

N/A
13. The mediators provided useful information about parenting during the
mediation session
0--------1---------2-----------3----------4----------5---------6----------7---------8----------9-----------10
Strongly disagree
Strongly agree

N/A
14. I am satisfied that the decisions reached in mediation were fair
0--------1---------2-----------3----------4----------5---------6----------7---------8----------9-----------10
Strongly disagree
Strongly agree

N/A
15. I understood what was going on during the mediation
0--------1---------2-----------3----------4----------5---------6----------7---------8----------9-----------10
Strongly disagree
Strongly agree

16. The mediation process was fair
0--------1---------2-----------3----------4----------5---------6----------7---------8----------9-----------10
Strongly disagree
Strongly agree

17. I felt I had control during the mediation
0--------1---------2-----------3----------4----------5---------6----------7---------8----------9-----------10
Strongly disagree
Strongly agree

18. I would have preferred to go straight to court
0--------1---------2-----------3----------4----------5---------6----------7---------8----------9-----------10
Strongly disagree
Strongly agree
19.

During the mediation, it would have helped to have a support person in
the room or available by phone.

0--------1---------2-----------3----------4----------5---------6----------7---------8----------9-----------10
Strongly disagree
Strongly agree

N/A
20. I felt pressured to settle my dispute
0--------1---------2-----------3----------4----------5---------6----------7---------8----------9-----------10
Strongly disagree
Strongly agree

21. There was enough time to present/discuss all necessary information
0--------1---------2-----------3----------4----------5---------6----------7---------8----------9-----------10
Strongly disagree
Strongly agree

22. I felt I was treated with respect during the mediation [by the mediator]
0--------1---------2-----------3----------4----------5---------6----------7---------8----------9-----------10
Strongly disagree
Strongly agree
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23. [INTERVIEWER TO NOTE any comments made by the interviewee about
the mediation here:]
_____________________________________________________________________________________
_____________________________________________________________________________________
______________________
24. Would you have preferred another way besides mediation to resolve the
issue?
Yes No
If yes, what way? ________________________________________________
Section 5 - Mediation Outcomes/Agreement [FOR MEDIATION CLIENTS ONLY]
1. What was the outcome of your mediation? [Interviewer to categorise to
most appropriate category after sufficient prompting. Interviewer may read
answers out.]
o Not held due to refusal or failure of other party to attend
o No agreement
o Clarification of issues
o Court case
o Further mediation
o Oral agreement
o Parenting Plan, as defined by the Family Law Act, written, dated
and signed
o Other written agreement
o Intent to seek Consent Orders

2.

How long have your agreements lasted?
o Less than 1 month
o 2-4 months
o 5-8 months
o 8-12months
o More than 1 year
o Still in place

3.
Roughly, what percentage of your agreement has lasted for this period?
_______%
4.
Why has your agreement, or parts of it not lasted?
_____________________________________________________________________________________________
_______________________________________
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[Qs 5-6 ARE FOR CLIENTS WHO REACHED AN AGREEMENT AT MEDIATION]
5.
Overall, how satisfied were you with the agreement you reached
immediately after the mediation finished? Use a scale of 0 to 10, where 0 is ‘not
at all satisfied’ and 10 is ‘extremely satisfied’.
0--------1---------2-----------3----------4----------5---------6----------7---------8----------9-----------10
Not at all satisfied
Extremely satisfied

N/A
6.

How satisfied are you with the agreement now?
0--------1---------2-----------3----------4----------5---------6----------7---------8----------9-----------10
Not at all satisfied
Extremely satisfied

N/A
[Qs 7-9 ARE FOR CLIENTS WHO DID NOT REACH AN AGREEMENT AT
MEDIATION]
7.
If no agreement was reached, how helpful do you think the mediation
was? Use a scale of 0 to 10, where 0 is ‘not at all helpful’ and 10 is ‘extremely
helpful’.
0--------1---------2-----------3----------4----------5---------6----------7---------8----------9-----------10
Not at all helpful
Extremely helpful

8.
If no agreement was reached at mediation, did you come to some sort of
an agreement with your partner/spouse in the future?
Yes
No
Somewhat
Not sure
N/A
9. [If yes or somewhat at Q8] How helpful was the mediation in assisting you in
reaching this agreement?
Use a scale of 0 to 10, where 0 is ‘not at all helpful’ and 10 is ‘extremely helpful’.
0--------1---------2-----------3----------4----------5---------6----------7---------8----------9-----------10
Not at all helpful
Extremely helpful
N/A

Please rate your level of agreement and disagreement with the following
statements. Use a scale of 0 to 10, where 0 is ‘strongly disagree’ and 10 is
‘strongly agree’. [Qs 9-15 are only for those parties who reached an
agreement at mediation]
9.

I understood the agreement reached at mediation
0--------1---------2-----------3----------4----------5---------6----------7---------8----------9-----------10
Strongly disagree
Strongly agree

10.

N/A
I should have obtained more legal advice before coming to an agreement
0--------1---------2-----------3----------4----------5---------6----------7---------8----------9-----------10
Strongly disagree
Strongly agree

N/A
11.

I am afraid that my partner will not live up to all aspects of the agreement

0--------1---------2-----------3----------4----------5---------6----------7---------8----------9-----------10
Strongly disagree
Strongly agree

N/A
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12.

I feel the agreement regarding children was practical, realistic & workable
0--------1---------2-----------3----------4----------5---------6----------7---------8----------9-----------10
Strongly disagree
Strongly agree

N/A
13.

Mediation assisted us to come to an agreement about child support
0--------1---------2-----------3----------4----------5---------6----------7---------8----------9-----------10
Strongly disagree
Strongly agree

14.

I feel that the mediation agreement(s) was close to the legal information I
was given
0--------1---------2-----------3----------4----------5---------6----------7---------8----------9-----------10
Strongly disagree
Strongly agree

15. I felt I had control over the outcome of my dispute
0--------1---------2-----------3----------4----------5---------6----------7---------8----------9-----------10
Strongly disagree
Strongly agree

[ASK ALL MEDIATION CLIENTS]
16. I would return to mediation if I have a similar problem in the future
0--------1---------2-----------3----------4----------5---------6----------7---------8----------9-----------10
Strongly disagree
Strongly agree

[ASK Q17-18 ALL CLIENTS, REGARDLESS OF WHERE THEY GOT UP TO IN
THE PROCESS]
17.
In the end, was the outcome of your dispute?
a. Better than you expected
b. Worse than you expected
c. About the same as you expected
18.

What impact did the mediation/contact with the FRCB have on your
relationship with your former partner?
d. The relationship improved
e. The relationship remained about the same
f. The relationship got worse

Section 6 – Culturally and Linguistically Diverse Communities (CALD) issues
1. What cultural background/s do you identify with? ________________________
2. If you identify with more than one background, which do you identify with
most strongly? _____________________
3. What country were you born in? ______________________________
4. If you were not born in Australia, how long have you lived in Australia?
_______________years
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5. Are you an Australian citizen?

YES

NO

[If cultural background other than Australian,
British/English/Welsh/Scottish/Irish, Anglo-Celtic, NZ, USA, Canadian, ask Qs 610 below, otherwise go to section 7]
On a scale of 0 to 10, where 0 is strongly disagree and 10 is strongly
agree, please rate your level of agreement with the following statements.
6. Overall, the FRCB service and staff responded to my cultural needs well.
0--------1---------2-----------3----------4----------5---------6----------7---------8----------9-----------10
Strongly disagree
Strongly agree

7. The mediators adequately addressed cultural issues that were important to
me.
0--------1---------2-----------3----------4----------5---------6----------7---------8----------9-----------10
Strongly disagree
Strongly agree

8. I felt the mediators did not understand cultural issues and this disadvantaged
me
0--------1---------2-----------3----------4----------5---------6----------7---------8----------9-----------10
Strongly disagree
Strongly agree

9. I felt that the mediation process was culturally appropriate
0--------1---------2-----------3----------4----------5---------6----------7---------8----------9-----------10
Strongly disagree
Strongly agree

10.What do members of your community do when they are separating from their
spouse or partner? Whom do they talk to?

11. How could the FRCB service be improved to serve your community better?

Section 7 - Family violence Issues [ASK ALL PARTICIPANTS]
This section asks questions about whether you may have been exposed to any
threats, intimidation or violence in your relationship and how this may have
impacted on your experience of accessing services at the FRCB. You do not need to
answer these questions if you are not comfortable doing so.
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1.

Has there been a history in your relationship of anything that would make
you afraid of being in the same room as your partner?
Yes

No

[If yes in Q1, answer Section 7, otherwise go to Q15.]
2. Were you given an opportunity to talk about these fears in the Intake
interview?
Yes [Go to 4] No [Go to 3]
3. Were you given an opportunity to talk about this during any other contact
you had with the FRCB?
Yes, When?___________________
No [Go to 9]
4. If identified during mediation or at another stage, did the mediator offer any
alternative action, such as to terminate mediation or offer you a certificate or
perhaps offer shuttle mediation etc.?
Yes, ___________________No
If yes, what did they offer?_______________________________________
5. If identified, were you referred to a family violence service? Yes

No

6. What were they?_____________________________________
7. How helpful was this referral? Please use a scale of 0 to 10, where 0 is ‘not at
all helpful’ and 10 is ‘extremely helpful’.
0--------1---------2-----------3----------4----------5---------6----------7---------8----------9-----------10
Not at all helpful
Extremely helpful

8. How appropriate was this referral? Please use a scale of 0 to 10, where 0 is
‘not at all appropriate’ and 10 is ‘extremely appropriate’.
0--------1---------2-----------3----------4----------5---------6----------7---------8----------9-----------10
Not at all appropriate
Extremely appropriate

9. [ASK EVERYONE] Overall, how appropriately did the FRCB respond to your
situation?
0--------1---------2-----------3----------4----------5---------6----------7---------8----------9-----------10
Not at all appropriately
Extremely appropriately

[The following questions are for clients who attended mediation only]
10. Were your concerns or fears addressed during mediation?
Yes No Somewhat
11. During the period in which mediation took place, did your partner make
threats about you or your children or abuse you outside of mediation
sessions?
Yes No Somewhat
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Please indicate the level to which you agree or disagree with the following
statements using a scale of 0 to 10, where 0 is Strongly disagree and 10 is
strongly agree
12. I was able to participate in mediation with my former partner without any
fear or concern for my safety and wellbeing]
0--------1---------2-----------3----------4----------5---------6----------7---------8----------9-----------10
Strongly disagree
Strongly agree

13. I felt dominated/ intimidated by my former partner and found it difficult to
communicate freely and equally in mediation.
0--------1---------2-----------3----------4----------5---------6----------7---------8----------9-----------10
Strongly disagree
Strongly agree

14. I believe my former partner wants what is best for our children.
0--------1---------2-----------3----------4----------5---------6----------7---------8----------9-----------10
Strongly disagree
Strongly agree

15. Have there been instances which would lead you to fear for your children’s
safety and wellbeing when they are with your former partner?
Yes No
16. What could the FRCB have done differently to assist you with family violence?
__________________________________________________________________________________________
__________________________________________________________________________________________
__________________
Section 8 - Demographic information
Finally, we have a couple of questions about you to see if we have a
representative sample of people. Just a reminder that your responses will not be
attached to your name and are confidential.
1. What is your gender?
a. Male
b. Female
c. Other
2. Which of the following age groups do you fall into?
a. 18-30
b. 31-40
c. 41-50
d. 51-65
e. Over 65

3. Is English your first language?
a. Yes
b. No (if no, what is your first language?)_______________________

176

4. What is the highest level of education you have completed?
a. Primary school
b. Up to year 10
c. Up to year 11
d. High school (completed year 12)
e. TAFE qualifications/ trade certificate
f. University Bachelor degree
g. University postgraduate degree
h. Other (please specify)
5. What was your occupation at the time you accessed the FRCB?____________
6. In which of the following ranges was your personal gross income (before
tax) at the time you accessed the FRCB?
a. Nil-$20,799
b. $20,800-$41,599
c. $41,600-$67,599
d. $67,600-$103,999
e. $104,000 +
7. What religion, if any, do you identify with?_________________________
8. What is your postcode?_________
9. Do you have any final comments?
_________________________________________________________________________________________
_________________________________________________________________________________________
_______________________
Thank you very much for your participation. As I already said, the
information you have provided will be kept confidential.
I will need to get your name and address so that I can post you the ColesMyer voucher for $30. I assure you that your name and address will be kept
separately from your answers and will be destroyed once the voucher has
been sent to you.
What address would you like us to send the voucher to? [USE BLOCK
LETTERS]
_____________________________________________________________________________________
_____________________________________________________________________________________
______________________
Please spell your name. [USE BLOCK LETTERS]:
________________________________________________________________
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Appendix F: Breakdown of Groups targeted for
Telephone Interviews with FRCB Clients
Proposed plan for telephone interviews with FRCB clients262

Target: 110 interviewees

110 FRC clients

50 intake only and
other non-mediations
clients

25 CALD
clients

25 non-CALD
clients

60 mediation clients

30 CALD clients
(sample from
April 2009 –
April 2010

30 non-CALD
clients (sample
from April 2009 –
September 2009)

262

The projected numbers could not be achieved as CALD clients were difficult to reach and often did not wish to
participate in the research. The final number of participants was 76. See Chapters 3 and 4 for details.
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Appendix G: FRCB Clients’ Cultural Background
Self-identified Cultural Background at Intake (FRCB Data 1 May 2009- 30 April
2010)
Self-identified Cultural background

Frequency

Percent

244

53.5

Italian

27

5.9

Greek and/or Cypriot

21

4.6

UK

19

4.2

Turkish

19

4.2

Former Yugoslavia

14

3.1

Maltese

13

2.9

Lebanese

10

2.2

Iraq

9

2.0

NZ/Maori

6

1.3

Samoan

5

1.1

Indian

4

0.9

Assyrian

3

0.7

Chilean

3

0.7

Filipino

3

0.7

Vietnamese

3

0.7

Cook Islands

3

0.7

Australian and another background

2

0.7

Sudanese/Swahili

2

0.7

USA

2

0.7

Sri Lankan

2

0.4

Syrian

2

0.4

Romanian and Lithuanian

2

0.4

Egyptian

2

0.4

Ethiopian

1

0.2

Portuguese

1

0.2

Peruvian

1

0.2

Arabic

1

0.2

Austrian

1

0.2

South African

1

0.2

Colombian

1

0.2

Dutch

1

0.2

Thai

1

0.2

Argentinian

1

0.2

26

5.7

456

100

Australian

Unknown
Total
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Appendix H – Postcodes and Municipalities of
FRCB Clients
Postcodes and their municipalities of all FRCB clients who had their case opened
and closed between 1 May 2009 and 30 April 2010.
Municipality or State

Suburbs represented by postcode

Postcode
3064

City of Hume

Craigieburn, Donnybrook, Kalkallo,
Mickleham, Roxburgh Park
Sunbury, Wildwood

City of Hume

N

Percent

49

10.7

3429

30

6.6

Coolaroo, Meadow Heights

3048

26

5.7

City of Hume

Broadmeadows, Dallas, Jacana

3047

19

4.2

City of Hume

3043

16

3.5

City of Hume

Gladstone Park, Gowanbrae,
Tullamarine
Attwood, Westmeadows

3049

9

2.0

City of Hume

Melbourne Airport

3045

2

.4

City of Hume

Greenvale

3059

2

.4

City of Hume

Somerton

3062

2

.4

City of Hume

Bulla

3428

1

.2

156

34.1

City of Hume
City of Hume

Total City of Hume
City of Moreland
City of Moreland

Pascoe Vale, Pascoe Vale South

3044

13

2.9

City of Moreland

Glenroy, Hadfield, Oak Park

3046

13

2.9

City of Moreland

Batman, Coburg, Coburg North,
Merlyston, Moreland
Fawkner (and Fawkner East and North)

3058

10

2.2

7

1.5

Brunswick South and West, Moonee
Vale, Moreland West
Brunswick (inc. Lower and North)

3055

2

.4

1

.2

46

10.1

City of Moreland
City of Moreland
City of Moreland

3060

3056

Total City of Moreland
City of Whittlesea
City of Whittlesea

Lalor

3075

9

2.0

City of Whittlesea

South Morang

3752

8

1.8

City of Whittlesea

Epping

3076

7

1.5

City of Whittlesea

Mill Park

3082

6

1.3

City of Whittlesea

Doreen, Mernda

3754

5

1.1

City of Whittlesea

Thomastown

3074

4

.9

City of Whittlesea

Eden Park, Humevale, Kinglake (Central
and West), Pheasant Creek, Whittlesea

3757

1

.2

40

8.8

10

2.2

6

1.3

5

1.1

Total City of
Whittlesea
Shire of Mitchell
Shire of Mitchell
Shire of Mitchell

Shire of Mitchell

Chintin, Darraweit Guim, Upper Plenty,
Wallan
Caveat, Dropmore, Highlands, Hilldene,
Kerrisdale, Northwood, Seymour,
Seymour South,
Trawool, Whiteheads Creek
Broadford, Clonbinane, Hazeldene,

3756
3660

3658
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Reedy Creek, Sugarloaf Creek, Sunday
Creek, Tyaak, Waterford Park
Total Shire of Mitchell
City of Greater
Bendigo and City of
Greater Shepparton
City of Greater Bendigo
and City of Greater
Shepparton
City of Greater Bendigo
City of Greater Bendigo

City of Greater Bendigo
City of Greater
Shepparton
Total Cities if Greater
Bendigo and Greater
Shepparton

Forbes, Glenaroua, High Camp, Kilmore,
Kilmore East, Moranding, Tantaraboo,
Willowmavin
Heathcote Junction, Wandong

3764

California Gully, Campbells Forest,
Eaglehawk (inc. North), Jackass Flat,
Myers Flat, Sailors Gully, Sebastian,
Whipstick, Woodvale
Milloo, Piavella, Prairies, Tennyson

3556

Shepparton

3632

3758

3572

21

4.6

10

2.2

4

.9

1

.2

1

.2

1

.2

17

3.7

8

1.8

4

.9

City of Darebin
City of Darebin

3073

City of Darebin

Keon Park, Reservoir, Reservoir East,
Reservoir North, Reservoir South
Gllberton, Preston (inc. Lower, South,
West), Regent West
Northcote, Northcote South

3070

1

.2

City of Darebin

Thornbury

3071

1

.2

Unknown

3077

1

.2

Bundoora, Kingsbury

3083

1

.2

16

3.5

5

1.1

4

.9

4

.9

1

.2

1

.2

15

3.3

City of Darebin

City of Darebin

3072

Total City of Darebin
Shire of Macedon
Ranges
Shire of Macedon
Ranges
Shire of Macedon
Ranges
Shire of Macedon
Ranges
Shire of Macedon
Ranges
Shire of Macedon
Ranges
Total Shire of
Macedon Ranges

Riddells Creek

3431

Cherokee, Kerrie, Romsey, Springfield

3434

Benloch, Goldie, Lancefield, Nulla Vale

3435

Bullengarook, Gisborne (inc. South)

3437

Mount Macedon

3441

City of Moonee Valley
City of Moonee Valley

Airport West, Keilor Park, Niddrie

3042

4

.9

City of Moonee Valley

Avondale Heights

3034

2

.4

City of Moonee Valley

Aberfledie, Essendon (inc. West)

3040

2

.4

City of Moonee Valley

Ascot Vale, Highpoint City, Maribyrnong,
Travancore
Moonee Ponds

3032

1

.2

1

.2

Essendon Fields, Essendon North,
Strathmore, Strathmore Heights
Hotham Hill, North Melbourne

3041

1

.2

1

.2

12

2.6

City of Moonee Valley
City of Moonee Valley
City of Moonee Valley
Total City of Moonee
Valley

3039

3051
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City of Brimbank
City of Brimbank

Calder Park, Delahey, Hillside,
Sydenham, Taylors Hill
Albanvale, Kealba, Kings Park, St Albans

3037

3038

City of Brimbank

Keilor Downs, Taylors Lakes,
Watergardens
Albion, Sunshine (inc. North and West)

City of Brimbank

Keilor East

City of Brimbank
City of Brimbank

4

.9

3

.7

3

.7

3020

1

.2

3033

1

.2

12

2.6

7

1.5

3021

Total City of Brimbank
City of Wyndham
City of Wyndham
City of Wyndham

Cocoroc, Derrimut, Point Cook,
Quandong, Werribee, Werribee South
Hoppers Crossing, Tarneit, Truganina

3030
3029

Total City of Wyndham

2

.4

9

1.9

City of Maribyrnong
City of Maribyrnong

Footscray. Seddon, Seddon West

3011

4

.9

City of Maribyrnong

Braybrook (inc. North), Robinson

3019

2

.4

City of Maribyrnong

Yarraville (inc. West)

3013

2

.4

City of Maribyrnong

Brooklyn, Kingsville (inc. West),
Maidstone, Tottenham, West Footscray

3012

1

.2

9

1.9

Total City of
Maribyrnong
City of Hobsons Bay
City of Hobsons Bay

Altona Meadows, Laverton, Seabrook

3028

3

.7

City of Hobsons Bay

Williamstown (inc. North)

3016

1

.2

4

.9

2

.4

1

.2

1

.2

4

.9

2

.4

1

.2

1

.2

4

.9

2

.4

1

.2

Total City of Hobsons
Bay
City of Ballarat
City of Ballarat

City of Ballarat

City of Ballarat

Alfredton, Bakery Hill, Ballarat (inc.
Central, East, North, West), Black Hill,
Brown Hill, Canadian
Blowhard, Bolwarrah, Bonshaw,
Brewster, Bullarook, Bungaree, Bunkers
Hill, Burrumbeet
Buninyong

3350

3352

3357

Total City of Ballarat
City of Greater
Geelong
City of Greater Geelong
City of Greater Geelong

City of Greater Geelong

Corio, Norlane, North Shore

3214

Bell Park, Bell Post, Drumcondra,
Geelong North, Hamlyn Heights, North
Geelong, Rippleside
Bareena, Geelong, Newtown, South
Geelong

3215

3220

Total City of Geelong
Shire of Melton
Shire of Melton
Shire of Melton

Kurunjang, Melton (inc. West), Toolern
Vale
Burnside, Burnside Heights, Cairnlea,
Caroline Springs, Deer Park (inc. North),

3337
3023
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Ravenhall
Total Shire of Melton

3

.6

City of Melbourne
City of Melbourne

Flemington, Kensington

3031

2

.4

City of Melbourne

Melbourne

3000

1

.2

3

.6

1

.2

1

.2

1

.2

3

.6

2

.4

Total City of
Melbourne
NSW
NSW

Bronte, Waverley

2024

NSW

Hamilton Valley, Lavington, Springdale
Haights
Bligh Park, Cattai, Central Colo,
Clarendon, Colo, Colo Heights,
Cornwallis, Cumberland Reach,
Ebenezer, Freemans Reach

2641

NSW

2756

Total NSW
Shire of Central
Goldfields

Bet Bet, Betley, Bromley, Dunluce,
Dunolly, Eddington, Goldsborough,
Inkerman, McIntyre, Moliagul

3472

City of Banyule

Macleod (inc. West), Yallambie

3085

1

.2

City of Banyule

Lower Plenty

3093

1

.2

2

.4

1

.2

1

.2

2

.4

1

.2

1

.2

2

.4

City of Banyule

Total City of Banyule
Shire of Nillumbik
Shire of Nillumbik

Eltham (inc. North), Research

3095

Shire of Nillumbik

Arthurs Creek, Cottles Bridge,
Hurstbridge, Nutfiled, Strathewen

3099

Total Shire of
Nillumbik
City of Monash
City of Monash
City of Monash

Brandon Park, Glen Waverley, Wheelers
Hill
Clayton, Notting Hill

3150
3168

Total City of Monash
City of Yarra

Clifton Hill, Fitzroy North

3068

1

.2

City of Port Phillip

St Kilda East

3183

1

.2

City of Latrobe

3840
1

.2

City of Manningham

Driffield, Hazelwood (inc. North and
South), Jeeralang, Jeeralang Junction,
Maryvale, Mid Valley
Bulleen (inc. South)

3105

1

.2

City of Maroondah

Croydon (inc. Hills, North, South)

3136

1

.2

Corangamite Shire

Terang

3264

1

.2

Shire of Yarra Ranges

Kilsyth (inc. South)

3137

1

.2

Shire of Moorabool

Ballan, Beremboke, Blakeville, Bunding,
Colbrook, Durdidwarrah, Fiskville,
Ingliston, Mount Wallace,
Castlemaine, Moonlight Flat

3342
1

.2

1

.2

Kinglake

3763

1

.2

Shire of Mount
Alexander
Shire Murrindindi

3450
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Shire of Yarra Ranges

Tremont

3785

Shire of Mornington
Peninsula
Total postcodes

Mornington

3931

Unknown postcodes

Total

1

.2

1

.2

394

86.2

62

13.8

456

100
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Appendix I – Agencies interviewed for this
Evaluation
Organisation
Anglicare Broadmeadows Women’s
Community House
Coolaroo Westmere Childcare Centre
Broadmeadows Community Legal
Centre
Dallas Neighbourhood House
Family Works Broadmeadows

Spectrum Migrant Resource Centre
Legal Aid (Broadmeadows)
Women’s Legal Service
Immigrant Women’s Referral Service

Type of Service Provided
Group work for women, and women &
children
Child care
Legal service
Community programs and events
Relationship Counselling, Group
Support, Education, Financial
Counselling
Settlement and immigration support
Legal service (family and criminal law)
Legal services to women, family
violence, relationship breakdown
Emotional and practical support to
women and children who are victims
of violence
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Appendix J: Agency and Community
Representatives’ Demographics
This Appendix presents the demographic details of participants interviewed in
Phase 1 of this study.
Total in Group:

Agency Representatives

CALD Community
Representatives

8

10
Gender

Male
Female

12.5%
87.5%

20%
80%

18-30
31-40
41-50
51-65
65+

14.3%
42.9%
42.9%

Australia
Iraq
Lebanon
Turkey
Germany
Nigeria
Sri Lanka
South Africa

28.6%

Mean

13.75

Professional
Community and
personal workers
Managers
Clerical and
administrative staff

42.9%
28.6%

44.4%
44.4%

14.3%
14.3%

11.1%

Age
11.1%
55.6%
33.3%

Country of Birth
11.1%
22.2%
22.2%
44.4%

14.3%
14.3%
14.3%
14.3%
14.3%

Yeas in Australia
25.67

Occupation

Area of residence
City of Hume
City of Moreland
City of Moonee Valley
City of Boroondara
City of Melbourne
City of Stonington
City of Whittlesea
Shire of Nillumbik

57.1%
14.3%
14.3%

33.3%
11.1%
11.1%
11.1%
11.1%
11.1%
11.1%
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Appendix K: Focus Group Participants’
Demographics
Iraqi
men

Iraqi
women

Iraqi
Chaldean
women

Turkish
men

Turkish
women

Leban
ese
men

Lebanese
women

Total in
Group:

13

10

20

9

8

4

7

Muslim
Christian/Cathol
ic
Not specified

100%

100%

100%

100%

100%

57.1%

Religion
100%
42.9%

Age
18-30
31-40
41-50
51-65
65+

16.7%
16.7%
41.7%
16.7%
8.3%

30%
40%
10%
20%

Iraq
Lebanon
Turkey
Australia
Italy

100%

100%

Mean

11.13

15.8%
42.1%
31.6%
10.5%

50%
50%

28.6%
28.6%
42.9%

28.6%
28.6%
42.9%

33.3%
33.3%
33.3%

Country of Birth
100%
85.7%
77.8%
11.1%
11.1%

100%
100%

14.3%

All
Austral
ian
born

30.50

Yeas in Australia
4.35

8.21

36.00

33.13

Occupation
Home Duties
Student
Pensioner
Unemployed
Professional
Machinery
operators and
drivers
Labourers
Community and
personal
workers
Sales workers
Not specified

38.5%
23.1%
7.7%
15.4%

60%
10%

55%
30%

25%

100%
25%

55.6%
22.2%

62.5%
25%

30%
11.1%

25%
25%

5%

5%
5%

15.4%

11.1%

12.5%

Highest Level of Education
No education
Primary School
High school up
to Year 10
High School up
to Year 12

15.4%

20%
20%

36.8%
26.3%

44.4%
22.2%

25%
25%

20%

10.5%

22.2%

50%

28.6%
14.3%
28.6%
25%
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Trade/TAFE
Certificate
University
undergraduate
degree
University
postgraduate
degree

2.4%

10%

46.2%

30%

15.4%

21.1%

11.1%

50%

14.3%

25%

14.3%

5.3%

Notes on socio-demographics factors:
 The focus group participants are not representative of all Iraqi, Lebanese
and Turkish people in Melbourne.
 The focus in this research was on themes rather than on getting a
representative sample.
 The sample is broad and represents community members living in the
FRCB’s catchment area.
 Age-wise, the Iraqi groups are most representative with a representation
in most age categories
 Most people were born in the country of their ethnicity, except for the
Lebanese men (who were comparatively young) and were all born in
Australia.
 The Turkish participants had lived in Australia the longest.
 The Iraqi Muslim women had lived in Australia for the shortest period of
time.
 The women tended to be pensioners or in the home duties category.
 The occupation spread for men was more varied.
 Almost 29 per cent of the Lebanese women had no education.
 A large proportion of participants only had primary school education –
especially Turkish men and Chaldean women.
 The Iraqi men had the highest levels of education.
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Appendix L: Survey Participants’ Demographics

Total in
Group:

Born in
Australia, NZ,
UK and USA
(non-CALD)

Born in or
identifies as Iraqi,
Turkish, Lebanese
(CALD)

Born overseas (all
other countries) or
identifies as CALD
(all other
countries) (CALD)

Total

60

7

9

76

5 (55.6%)
4 (44.4%)

51.3%
48.7%

33.3%
44.4%
22.2%

12.0%
52.0%
28.0%
8.0%
-

33.3%
22.2%

77.6%
3.9%
3.9%
2.6%
2.6%
2.6%
1.3%
1.3%
1.3%
1.3%
1.3%

Gender
Male
Female

30 (50%)
30 (50%)

4 (57.1%)
3 (42.9%)

18-30
31-40
41-50
51-65
Over 65

6.7%
55.0%
28.3%
10.0%

33.3%
33.3%
33.3%

Australia
NZ
Lebanon
Iraq
Turkey
USA
India
Ireland
Macedonia
Netherlands
Chile

91.7%
1.7%

Age

Country of Birth
14.3%
42.9%
28.6%
14.3%

11.1%

3.3%
11.1%
1.7%
11.1%
1.7%
11.1%

Years in Australia (for people born overseas)
Mean

28.0

21.0

20.0

22.71

77.8%

86.8%
3.9%
3.9%
2.6%
1.3%
1.3%

Native Language
English
Arabic
Turkish
Chaldean
Spanish
Dutch

98.3%

Christian
(Catholic,
Jehovah
Witness,
Macedonian and
Greek Orthodox)
None
Muslim
Pagan
Refused to
answer

69.5%

33.3%

77.8%

28.8%

16.7%
50.0%

11.1%

Home Duties

5.1%

42.9%
28.6%
28.6%

11.1%
11.1%

1.7%

Religion

1.7%

67.7%

24.3%
5.4%
1.4%
1.4%

Occupation
22.2%

6.8%
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Student
Unemployed
Managers
Professional
Machinery
operators and
drivers
Technicians/tra
de workers
Labourers
Community and
personal
workers
Clerical and
administrative
workers
Sales workers
Small business

1.7%
13.6%
8.5%
13.6%
3.4%

16.7%
16.7%
16.7%
16.7%

11.1%

10.2%

16.7%

33.3%

10.2%
13.6%

16.7%

Nil-$20,799
$20,800$41,599
$41,600$67,599
$67,600$103,999
$104,000+
Refused to
answer

27.1%
11.9%
27.1%

Primary School
High school up
to Year 10
High School up
to Year 11
High School –
completed Year
12
Trade/TAFE
Certificate
University
undergraduate
degree
University
postgraduate
degree

1.7%
18.3%

11.1%

2.7%
10.8%
6.8%
13.5%
4.1%

13.5%
8.1%
12.2%

13.6%

10.8

6.8%
3.4%

11.1%
11.1%

6.8%
4.1

33.3%
50.0%

33.3%
44.4%

28.4%
18.9%

16.7%

11.1%

24.3%

Annual Income

22.0%

17.6%

3.4%
8.5%

11.1%

2.7%
8.1%

Highest Level of Education
11.1%
11.1%

2.7%
18.7%

21.7%

11.1%

18.7%

20.0%

22.2%

18.7%

22.2%

20.0%

11.1%

12.0%

11.1%

9.3%

18.3%

33.3%

33.3%

13.3%

6.7%

33.3%
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