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AUSCO Evaluation 2009 – Executive Summary 
 
Chapter One: Introduction 
Australia has a long history in the resettlement of refugees and humanitarian entrants.  
The Australian Cultural Orientation (AUSCO) program is a five day cultural orientation 
course available to all refugee and special humanitarian entrants who are over five years 
of age.  AUSCO is delivered prior to their departure to Australia and marks the beginning 
of the settlement process.   

The International Organization for Migration (IOM) was awarded a three year contract in 
September 2006 to deliver AUSCO courses.  The contract has been extended for one 
year by way of a deed of variation to 31 August 2010.  The estimated cost of the four year 
contract is anticipated to be A$7.5 million. 

Provision for a formal evaluation of the program during the life of the current contract was 
made in the AUSCO program budget and was expected to occur in the third year of the 
contract.  A global tender process for the delivery of the AUSCO program for a further 
three years is expected to commence in late 2009.  The evaluation thus has a two-fold 
purpose: to review AUSCO at the program level and to inform the forward contract.  The 
evaluation is not intended to review the performance of the current service provider as 
this is done on an ongoing basis through formal contract management procedures.   

Terms of reference 
The Terms of Reference for the 2009 AUSCO evaluation were to:   

1. Review the outcomes/results of the program from inception to date and assess 
whether the program is delivering its intended objectives; 

2. Analyse the performance of the program in relation to meeting contractual Key 
Performance Indicators, global expansion and uptake by humanitarian clients and 
to determine if any contractual changes are required;    

3. Obtain and analyse comprehensive client and key stakeholder feedback on 
perceptions of curriculum content and program delivery methods with a view to 
informing any required changes to the program content or delivery; 

4. Review the current quality assurance mechanisms in terms of content delivery and 
recommend any further measures to be employed; 

5. Identify any linkages and gaps in the provision of offshore and onshore cultural 
orientation and provide any necessary recommendations for greater coordination 
and improvement of both services. 

In terms of timing, this evaluation was not able to take account of the potential changes 
that might result from a range of reviews underway into the onshore settlement programs.  
Accordingly, the evaluation team assessed AUSCO in relation to the program under the 
current contract and made recommendations aimed at improving AUSCO and its links to 
other programs in the context of the current environment.  Where possible, the evaluation 
team has noted potential changes to other relevant DIAC programs, and the team 
acknowledges that some of the recommendations may need to be adjusted once 
decisions are taken about the related onshore programs.   

Chapter Two: Program objectives and outcomes 
The first term of reference was to examine what the program had achieved since 
inception and whether it was delivering the intended objectives, with a view to informing 
the forward program objectives. 

Achievements since inception 
Since its introduction in 2003, the delivery of AUSCO has expanded to include new 
regions, new cohorts of humanitarian clients, and to increase the range of AUSCO 
classes offered.  In 2003–04 some 1668 humanitarian clients attended AUSCO.  Since 
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then, attendance has exceeded 6000 clients in almost every program year.  The program 
has also been delivered to a number of new cohorts, such as the Bhutanese and the 
Rohingya.  During the term of the current contract, as at the end of May 2009, 924 
courses had been delivered to 17 680 participants. 

Over the course of the contract a number of enhancements were introduced including 
annual Train the Trainer Conferences, an AUSCO Program Consultative Committee, 
visiting subject matter experts, introduction of a Family Day, the Student Handbook and 
the AUSCO Comic Book.    

Stakeholder feedback 
The evaluation team sought feedback on the extent to which the program was meeting its 
objectives.  Specific questions were put to IOM trainers, IOM Management and onshore 
stakeholders.  The majority agreed that the program meets its broad objectives of 
providing clients with essential information about travelling to and settling in Australia 
prior to departure.  Many of those consulted felt that AUSCO delivers more than the 
intended objectives and that the program in some ways changes entrants’ lives.  
Stakeholders considered that AUSCO imparts a new set of skills, such as timeliness and 
improved health and nutrition.   

Of the 24 IOM trainers who responded to the survey, 23 or 96 per cent said that they 
observed significant increases in clients’ confidence over the duration of the course.  The 
trainers also stated that they observed changes in participants’ self awareness (of their 
life, family relationships, environment, social dynamics and life changes) and the 
realisation that they would no longer be refugees and the associated sense of relief.   

Forward program objectives 
The evaluation team considered these responses to be indicators that the objectives of 
the program are being met.  The majority of stakeholders were eager to receive current 
information about the program and the evaluation team further concluded that AUSCO is 
widely supported and highly regarded by stakeholders, but that the program is not well 
understood and that there is scope to increase the level of awareness of what the 
program does and achieves. 

The evaluation also considered whether any changes were required to the program 
objectives.  Given that the program in its current form is well supported, and according to 
the stakeholders consulted is meeting its intended goals and objectives, the evaluation 
team concluded that there did not appear to be a need to make major changes to either 
the program definition or to its objectives for the next contract period. 

In making this finding, the evaluation team acknowledges the release of the major 
Integrated Humanitarian Settlement Strategy (IHSS) discussion paper and the review 
activity affecting this and other settlement programs.  While there is no need to change 
the AUSCO objectives as the programs stands, if there were significant changes made to 
the onshore settlement services there would be benefit in ensuring that the respective 
program objectives are clearly defined and that how they are intended to complement 
each other is well articulated.  Recommendation One is that the definition of AUSCO and 
the program goals and objectives should (subject to the outcomes of the IHSS 
consultations) remain unchanged for the next contract. 

Chapter Three: Contract and departmental performance 
The second term of reference was to analyse the performance of the program in relation 
to meeting contractual Key Performance Indicators (KPI), global expansion and uptake by 
humanitarian clients, and to determine if any contractual changes are required.  The 
fourth term of reference envisaged a review of the current quality assurance mechanisms 
in terms of course content and delivery and to recommend any further measures to be 
employed.  The latter line of enquiry was absorbed into the analysis of performance 
measurement and administrative support arrangements, with a focus on continuous 
improvement. 
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Meeting of KPIs 
In terms of performance measurement, the evaluation team found that the KPIs were 
comprehensive and allowed for a detailed assessment against the specified contract 
outputs.  The KPIs are tangible so that the level of performance is clear to both the 
department and the contractor.  Over the course of the contract IOM has largely met the 
reporting KPIs.  Initial problems were experienced with the reporting requirements and 
DIAC and IOM have worked together to steadily improve the quality and timeliness of the 
reports.  Performance feedback is also received through a range of other sources, such 
as visits by overseas post staff, IOM managers, visiting subject matter experts or 
scheduled audits and reviews.   

The evaluation team noted the extent of performance monitoring applied and concluded 
that AUSCO is a well reviewed program that is subject to a range of formal, informal, 
ongoing and ad hoc reviews that serve to provide the program and contract managers 
with a comprehensive assessment of performance.   

A fair but firm approach appears to have been applied that has facilitated good outcomes 
under the contract and has led to the development and maintenance of good will between 
the parties.  IOM Management commented in the evaluation interview that there had 
been excellent engagement from DIAC, which was appreciated and was a different 
experience from the approach adopted by other donor countries to whom they provide 
orientation services.  The parties agreed that the funding arrangements have worked well 
and there is no reason to seek changes in the methodology.   

Effectiveness of the KPIs 
The evaluation team next considered the effectiveness of the KPIs in providing a 
comprehensive, timely, specific, transparent and accountable regime against which 
performance could be monitored and reported.  Three potential areas for expansion of 
the KPIs were considered.   

The first of these was client uptake and the KPI for 90 per cent of eligible clients to be 
invited.  IOM commented that this target could be hard to sustain given changes in 
caseloads and the propensity for 202 visa subclass holders to travel almost immediately.  
The evaluation team conducted a range of analyses to endeavour to determine the extent 
of clients that were not attending AUSCO.  A comparison was made between attendance 
by visa subclass and the time taken to travel after visa grant to determine the 
practicability of clients being able to be invited to AUSCO classes.  The evaluation team 
concluded that the program was achieving a steady actual attendance in the vicinity of 
70 per cent of potential clients, which is a good outcome for a voluntary program.  The 
analysis further showed that some 17 per cent of clients travel within one month – and 
two-thirds of the ‘speedy’ travellers are 202 subclass holders.   

The net conclusion reached was that some 12 to 15 per cent of eligible clients were 
possibly missing the opportunity to attend classes.  Recommendations Two and Three 
propose changes to overseas post referral procedures and subsequent reporting by IOM 
on the number of clients invited to class as well as the number not invited and why not.  
This will allow the department to monitor the true potential ‘reach’ of the program and 
could inform any further administrative changes.  The option of providing the Student 
Handbook to clients who could not attend classes was also considered appropriate, with 
future reporting to distinguish between the levels of attendance.   

The other two potential KPI changes relating to the measurement of client satisfaction 
and client competency were deemed to be too complex and it was considered that it 
would be difficult to obtain objective data, especially over the short time frame of the 
AUSCO course.  Overall, the evaluation team concluded that the current KPIs for the 
AUSCO program are appropriate, comprehensive and effective, with recommendations 
made to obtain more data in relation to client uptake and a change in the post referral 
procedures and the associated KPI.   
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Administrative support 
The evaluation team examined the administrative arrangements that underpin the 
program and concluded that these currently served the program well and were facilitating 
a high standard of contract performance and program outcomes.  While the extent of 
program ‘reach’ is already high, the evaluation found some scope for improving the 
information flows between the parties involved that might facilitate a further increase in 
client participation rates as well as enabling the provision of information relating to clients’ 
settlement location.   

To this end, Recommendation Four proposes that Humanitarian Branch in consultation 
with the Citizenship, Settlement & Multicultural Affairs Division and the AUSCO service 
provider examine options for ensuring that the clients’ settlement location as well as visa 
sub class information be provided in a timely manner.  The evaluation team considered 
that the optimum outcome would be to provide the AUSCO service provider with access 
to the Humanitarian Entrants Management System (HEMS).  This would allow the 
provider to identify which clients had attended AUSCO, information of use to onshore 
service providers, and also would enable the provider to view the intended state of 
residence of clients so that more specific settlement information could be provided with 
the other AUSCO materials such as the Student Handbook.  HEMS access would also 
allow the provider to record what information was provided in the AUSCO class and when 
it was provided which would assist the IHSS provider to tailor their orientation once the 
client was onshore.  The evaluation team recognised that before proceeding with this 
option there would need to be a thorough examination by all stakeholders concerned of 
the related technical practicalities and costs.   

Coordination of continuous improvement 
The range of feedback received on the program and the current continuous improvement 
mechanisms were reviewed to assess whether these were effectively supporting the 
program.  The evaluation team considered that AUSCO was a well reviewed program 
with several layers of monitoring and review that have led to quality outcomes and have 
contributed to ongoing improvement of the program.  The evaluation team further noted 
that each of these layers has their own focus and purpose and occur at different stages 
throughout the program and contract year and in varying reporting formats.   

The evaluation team concluded that there would be benefit in the introduction of a more 
structured and formal continuous improvement cycle whereby, on an annual basis, an 
opportunity was provided to reflect on the operation of the program at the holistic level.  
This would run parallel with the existing contract management framework.  Such an 
approach would allow for adjustments in emphasis to be made to cater for changes in the 
client caseload and to take account of feedback received from onshore stakeholders 
regarding priorities and issues emerging.  Significantly, it would also allow for optimum 
outcomes to be attained from the range of feedback mechanisms already in place, and 
would also provide a ‘point in time’ for close engagement with onshore stakeholders to 
refresh the information provided about AUSCO, its achievements and any changes being 
introduced.   

Recommendation Five proposes a formal continuous improvement framework for 
AUSCO to complement the existing contract management framework.   

Chapter Four: Client and stakeholder feedback 
The third term of reference for the evaluation was to obtain and analyse comprehensive 
client and key stakeholder feedback on their perceptions of the course content and 
program delivery methods, with a view to informing any required changes to the program 
content or delivery.  The evaluation examined the extent to which the broad program, the 
course topics, the information within those topics and then the manner of delivery best 
met clients’ needs. 
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Broad program effectiveness 
The evaluation first sought to gauge the extent to which AUSCO prepared clients for their 
journey to Australia as well as in relation to what to expect upon arrival.  In regard to the 
AUSCO topics Travel to Australia and Journey to Australia, clients and stakeholders 
reported few issues and the evaluation team concluded that the goals of preparing clients 
for travel and their journey were being met.  In response to the open questions about 
what had surprised them after arrival, most clients agreed that Australia and their initial 
settlement experience matched their expectations based on the information they had 
been provided.  Some clients stated that the reality of some aspects had not matched 
their expectations.  Examples cited were the information provided about housing, getting 
a job and some information about Australian society and culture.   

AUSCO course topics  
In relation to the appropriateness of the AUSCO topics, the clients and the IOM trainers 
were asked to rate each of the topics as of high, medium or lower importance.  They were 
also asked to identify any new or additional topics to be covered.  The evaluation team 
found that the topics were predominantly rated as being of high importance, with all 
scoring between 58 and 100 per cent for high importance.  Most of the suggestions 
received for new topics were considered to be extensions of existing topics.  The 
exceptions to these were the suggestions for the inclusion of English language training 
and settlement success stories.   

The evaluation team, in conjunction with the Evaluation Steering Committee (ESC), 
considered the suggestion for English language training and concluded for numerous 
reasons that it would be too difficult to implement within the AUSCO course framework.  
The evaluation team and the ESC noted the degree of support for the need to learn 
English and agreed it is imperative that AUSCO adequately stresses the importance of 
clients learning English post arrival and of taking up their opportunities under the Adult 
Migrant English Program (AMEP) and the Special Preparatory Program. 

The evaluation team took into account the importance ratings for the topics from clients 
and trainers as well as the limited suggestions for additional or new topics and concluded 
that the broad course content is appropriate. 

AUSCO topic content 
The evaluation team obtained detailed feedback from clients and onshore stakeholders in 
relation to the content delivered in each of the AUSCO course topics.  The team also 
attained views on the current settlement issues associated with these topics and whether 
AUSCO could be adjusted to better prepare clients to manage the respective challenges 
arising.   

As might be expected from a diverse range of clients, a variety of suggestions were 
received in relation to the issues they had experienced and how AUSCO might further 
help future arrivals.  Many of the suggestions were of a nature whereby the information 
requested can readily be accommodated into the course content and feedback will be 
provided to IOM regarding these comments. 

Some of the suggestions received require further consideration in terms of the relative 
importance of the information, or where emphasis could perhaps be placed.  The topics 
listed below are areas where a number of client groups advised that they experienced 
greater difficulty than expected and suggested that more information would be beneficial: 

– the range of settlement programs, both DIAC and mainstream 
– accessing and using interpreters 
– the extent of multiculturalism in Australia and the diversity of settlers   
– the individualism or nuclear nature of Australian society (and the lesser sense of 

community) 
– getting qualifications recognised and attaining employment 
– the education system 
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– the high costs and limited availability of housing and clarity about what is supposed 
to happen on arrival and the processes for obtaining housing 

– high costs of maintaining a car and the difficulty, cost and length of time to obtain a 
license 

– Australian law, and 
– focus on rights and responsibilities and more on family roles. 

Some clients expressed the view that the picture of Australia painted for them in relation 
to these topics had been overly positive and that there should be more information on the 
‘reality’ of Australia so that they did not arrive with their expectations set too high.   

The onshore stakeholders suggestions were similar to the feedback received from clients 
and included a number of practical suggestions for adjustments or updates to the 
information provided, especially within the topics of Housing, Finding a Job, Education 
and Family Roles.   

The evaluation team further analysed the suggestions received from clients and onshore 
stakeholders to differentiate between those that were a simple update or adjustment to 
detailed information and those that might reflect the need for greater coverage or 
increased emphasis to facilitate better settlement outcomes.  The areas that emerged as 
benefiting from greater emphasis included the following: 

– strategic view of the settlement process as a ‘settlement continuum’ whereby clients 
clearly understood the range of services and support available and how these were 
integral to their long term settlement 

– reality check on the current economic climate in Australia and the potential impact 
on settlement 

– the extent of multiculturalism in Australia  
– focus on a whole-of-self approach to health  
– family roles and the rights and responsibilities of all within the family to contribute to 

the family settlement process, and 
– extension of the exercises and segments that develop clients’ problem-solving skills 

and the incorporation of more work on expectation management. 

Recommendation Six aims to encourage a consultative approach between the 
Humanitarian Branch, the Citizenship, Settlement & Multicultural Affairs Division and the 
AUSCO service provider to consider a review of the course content though an 
examination of both the changes to the detailed information and  the areas for increased 
emphasis as proposed by clients and stakeholders.   

There would be further benefit in consultation with the onshore settlement providers to 
explore options to ensure that the preparatory work commenced under AUSCO is 
optimised for clients post arrival.  This review could be undertaken with a view to 
releasing an evolved course content to coincide with the new contract requirements.  The 
evaluation team recognises that the future outcomes of the IHSS consultations and 
respective tender process could have a bearing on the structure and delivery of onshore 
orientation and therefore is not being prescriptive in this recommendation.   

Manner of course delivery 
The evaluation sought feedback on the teaching styles used by the IOM trainers given 
that the manner of delivery of the information can be as important as the information 
itself.  This is particularly important when the material is being delivered under the 
challenging circumstances of AUSCO, where the clients are on the verge of a major 
journey and radical life change.  The evaluation team sought feedback on the extent to 
which clients had enjoyed learning the various course topics, the range of teaching styles 
employed and the course support resources such as the Student Handbook. 

The number of clients who enjoyed the course topics ranged from 52 per cent for Settling 
In to 80 per cent for Family Day.  Nine of the 12 course topics scored 60 per cent or 
more.  Given the course time constraints, the extent of difference across the client 
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groups, and the sometimes challenging environment for the delivery of the AUSCO 
classes, the evaluation team concluded that this appears to be a good result.  While the 
variation in enjoyment levels might represent an indication in the level of client interest in 
the subject matter, the evaluation team considers there would be benefit in some 
reflection on the method of delivery for the highest scoring topics and whether this varies 
from that of the lower scoring topics.   

Next the clients were asked to indicate which of the AUSCO teaching styles used suited 
them.  The five styles are:  

– lecture or teacher presentation 
– group or class discussion 
– group exercises 
– audio-visual supplements such as DVDs, and 
– role-plays or drama, where the clients perform scenario simulation, such as being 

on the aeroplane.   

Audio-visual usage such as DVDs was apparently the most popular style, followed by 
teacher presentation and role-plays as the least popular.  The evaluation team notes that 
the latter form of learning would be unfamiliar to many of the AUSCO clients.  Some of 
the clients observed that shy people would find role-plays and simulations less 
comfortable.  While the clients appear to be somewhat less comfortable with the role-
plays and scenarios, the IOM trainers indicated that they considered these teaching 
styles to be highly effective.   

The evaluation team noted the support indicated by clients for each teaching style and 
concluded that the manner of delivery of the program met client needs. 

When the clients and stakeholders were asked whether they would recommend any 
changes to the manner of delivery of the course a broad range of comments were 
received.  Some of the more frequent comments received were: 

– greater use of DVDs and a range in relevant client languages 
– DVDs  for youth and children  
– course longer but less hours per day to allow for the absorption of material 
– more practical exercises and greater focus on problem solving and independence 
– delivery by Australians and/or former humanitarian settlers  
– shared approach to offshore and onshore, and 
– better linking of topics into the overall settlement context. 

The evaluation team noted the frequency of requests for updated and new audio visual 
resources and concluded there would be benefit in taking the opportunity to update the 
AUSCO DVD, which was produced in 2004, as well as to explore options for further 
expanding the range of these resources.  Recommendation Seven proposes the updating 
and expansion of the range of DVDs used in delivering the AUSCO course including the 
AUSCO DVD, “A New Country – A New Life”.   

The suggestion that the course should be delivered by Australians and/or former 
humanitarian entrants to Australia was put forward by a number of onshore providers.  It 
was suggested that trainers with limited knowledge of Australia would be unable to 
answer detailed questions and would not be able to effectively impart the nuances of life 
in Australia or to present the reality of current life here.  Other benefits cited were greater 
credibility for the program and client exposure to Australian speech mannerisms.  The 
evaluation team and the ESC discussed this suggestion in the context of resource 
constraints on the department as well as the opportunities for involvement by Australians 
that had been built into the program over the life of the current contract (further details 
can be found on pages 63-64 of the evaluation report).  On balance, the evaluation team 
and ESC concluded that this suggestion was not one to be pursued. 
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Student Handbook 
The current version of the Student Handbook was introduced in late 2007.  The handbook 
covers the AUSCO course topics and has been released in electronic format to allow for 
ease of update and translation by IOM.  The evaluation team found that 53 per cent of the 
focus group participants had received a handbook, of these 83 per cent had retained their 
handbook.  Of those who had retained their handbook, 58 per cent had used it since 
arrival.  Clients did not have any suggestions for changes to the handbook other than to 
say more pictures and diagrams would be useful, as would receiving the handbook in 
advance of their classes.  The IOM trainers thought the handbook to be very good and 
had some suggestions for improving it, including the use of: activities, checklists, simple 
English phrases and quotes and tips from former humanitarian entrants.   

The evaluation team concluded that the Student Handbook is a valuable resource which 
is clearly of benefit to the clients and that should also be provided to onshore settlement 
providers to inform them about the AUSCO program.  Recommendation Ten proposes an 
update of the Handbook to reflect the changes suggested to the detailed course content 
and to also reflect the shifts in emphasis within the topics.  Also relevant is the release of 
the AUSCO Comic Book in June 2009, a more pictorial representation aimed at young 
adults and less literate clients.   

AUSCO communication strategy 
The evaluation team concluded that the manner of delivery of the AUSCO classes meets 
client needs to a high degree and that a number of elements are working especially well, 
including the supporting resources and the practical exercises incorporated.  The 
innovations and enhancements introduced over the life of the current contract appear to 
have served the program well. 

While significant changes to the program do not appear to be required, the evaluation 
team was concerned about the widespread lower level of awareness and understanding 
of the program content by onshore stakeholders.  It appears that even though information 
has been provided as significant new elements of the program have been developed, a 
more strategic approach to both the coverage and refreshing of program information 
would be beneficial. 

Greater awareness of AUSCO would assist onshore stakeholders in their roles and would 
help form stronger links between the onshore and offshore orientation programs.  The 
evaluation team concluded that the program would benefit from the development of a 
communication strategy to ensure that all stakeholders were aware of the program and 
so that appropriate feedback mechanisms could be formed between various programs 
aimed at assisting humanitarian clients.  Recommendation Nine addresses the 
establishment of a formal AUSCO communications strategy. 

Chapter Five: Service coordination  
One of the key objectives of AUSCO is to establish a foundation for clients regarding 
what to expect on arrival in Australia, including an understanding of what settlement 
services and support will be available to them.  For this to occur effectively the settlement 
and orientation services provided by DIAC need to be well aligned and to reinforce each 
other.  The fifth term of reference for the evaluation was to: identify any linkages and 
gaps in the provision of offshore and onshore cultural orientation and provide 
recommendations for any improvement to the coordination of services.   

The views of DIAC overseas posts, IOM, IHSS providers and other onshore stakeholders 
were sought regarding the current and potential linkages between orientation services 
provided to clients before they depart for Australia and when they arrive.  Newly arrived 
humanitarian clients were also asked for their views on the balance of information 
provided onshore and offshore. 
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Program alignment 
The evaluation team considered it most relevant for the services provided by AUSCO and 
the IHSS service providers to be well aligned, especially as these two programs are 
specifically intended for humanitarian entrants and follow each other chronologically in 
the settlement process.  The evaluation did not consider the extent of alignment between 
AUSCO and the AMEP or Settlement Grant Programs. 

The onshore stakeholders considered that, at a broad level, the AUSCO topics are 
relevant and appear to be an effective ‘primer’ for onshore settlement.  The range of 
teaching styles used in AUSCO and the experiential learning cycle approach appears to 
prepare clients for the variety of teaching styles adopted in Australia and the necessary 
interactions with Australian agencies.  At the detailed level, some of the AUSCO 
information could be adjusted to better reflect the current reality in Australia and to better 
dovetail into the IHSS services to be provided.   

The evaluation team concluded that at the broad level, the information content between 
AUSCO and IHSS was aligned but there was scope to better connect some of the more 
detailed information.  The recommendations made in Chapter Four serve to refresh the 
connectivity of the program content and to provide the mechanisms for ongoing feedback 
and alignment to ensure future information provided is current and consistent between 
the two programs. 

Balance between offshore and onshore  
The evaluation team next considered whether the programs effectively complemented 
each other through the division of information provided offshore and what is provided 
onshore.  Onshore stakeholders were asked for their views on the balance of information 
provided between the offshore and onshore orientation.  General feedback from 
stakeholders was that they felt: 

– there was scope for greater consistency between what is provided offshore and 
onshore 

– there was scope for better linkages between the offshore and onshore settlement 
programs 

– that AUSCO is best focused on the journey and preparing clients conceptually, 
detailed information should be left for onshore 

– that AUSCO was so beneficial that it should be extended (contradictory to the view 
above) 

– there needed to be much more done onshore and that this should reinforce AUSCO 
– that a formal and structured onshore orientation should be considered, which would 

reinforce and extend what is covered in AUSCO 
– some of the more abstract topics would be better left to onshore and it would be 

better to focus on the practical and life skills offshore 
– there should be a structured approach to the offshore and onshore orientation with 

breaks for clients to absorb and reflect the information 
– it is important for IOM and IHSS providers to share course content and other 

resources, and 
– DIAC programs should provide a seamless settlement experience for clients. 

The evaluation team also asked clients for their views on the balance of the information 
provided onshore and offshore.  While some clients observed that it was difficult to 
absorb all the information prior to their journey, the majority were reluctant to offer up any 
of the information taught offshore.  One or two focus groups suggested that topics such 
as transport could wait until onshore, but most focus groups were firm in their views that it 
was important that all the topics be covered in AUSCO.  Almost one-third of the focus 
groups spontaneously stated that they wanted the information extended and reinforced 
onshore.  The evaluation team considers that this reflects the important role that simply 
having information has on helping to prepare clients mentally for what to expect.   
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The evaluation team noted the differing views regarding the balance of information and 
also noted clients’ reluctance to give up offshore access to any of the information, which 
they clearly perceived to be important.  The team concluded that clients and stakeholders 
considered the structured and formal approach to orientation offshore to be a successful 
model, with the vast majority proposing either extension to AUSCO and/or a 
complementary structured program onshore.  There would appear to be significant value 
in extending and reinforcing what is covered under AUSCO after arrival, and outcomes 
for clients could be better optimised through such an approach.   

Although not a finding of the evaluation a decision was taken that research be undertaken 
to identify programs that are already available in the greater public and private sector 
both onshore and offshore.   

Recommendation Ten proposes that Humanitarian Branch consult with relevant program 
areas in Citizenship, Settlement and Multicultural Affairs Division to explore options for 
implementing more formal and complementary onshore orientation.   

In making this recommendation the evaluation team recognises that submissions to the 
recently released discussion paper Integrated Humanitarian Settlement Strategy: helping 
refugees and humanitarian entrants settle in Australia were due at the end of July 2009.  
The outcomes of this discussion paper will be relevant to the question of better 
connectivity between AUSCO and the onshore services and will help to inform the 
department’s decision in this regard.   

Program linkages 
In order for discrete but complementary programs to be well aligned there needs to be 
administrative arrangements in place to facilitate this.  The evaluation team invited 
onshore stakeholder views on whether there was scope for improvement in the way DIAC 
manages AUSCO and the onshore settlement programs.  Numerous suggestions for 
improving the linkages between AUSCO and IHSS were received.   

The evaluation team notes that the suggestions received represent a combination of 
extension to some existing practices and some new proposals which would lead to better 
coordination at a strategic level.  Some of the suggestions that are already in practice 
include: 

– information sessions at relevant conferences 
– visits between IOM trainers and IHSS staff 
– provision of copies of materials, and 
– some feedback loops via the quality assurance processes. 

Other suggestions received included the sharing of resources, joint planning and a 
shared approach to program development as well as ideas that have already been 
incorporated into earlier recommendations such as the communications strategy and 
greater collaboration between posts, the service providers and all relevant DIAC program 
areas. 

Improving the strategic coordination and practical alignment of the programs would 
deliver the following benefits: 

– a more seamless settlement package for humanitarian clients 
– more efficient and effective use of resources – within DIAC and amongst service 

providers 
– greater synergies between and opportunities for sharing course content, resource 

materials and teaching methodologies, and  
– greater potential for gauging the levels of client satisfaction and impact over the 

linked orientation programs. 
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Recommendation Eleven is aimed at the adoption of the practical linkages identified.  The 
evaluation team notes that the suite of linkages outlined should be applied under the 
existing program models to forge stronger links but they could also be applied as part of 
the framework if a formal and structured onshore orientation program were to be 
introduced.   

Summary 
The evaluation made eleven recommendations altogether, with the aim of further 
enhancing AUSCO and helping to shape the forward program as well as informing the 
next contract tender and the required supporting administrative and governance 
processes.  The recommendations would also facilitate better connectivity between 
AUSCO and onshore orientation programs, thereby maximising the settlement outcomes 
for humanitarian clients. 
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AUSCO Evaluation 2009 ~ Recommendations 
 
Recommendation One  
Given the level of support for the current AUSCO program and its performance against 
the stated objectives, and subject to the findings of the current IHSS review, it is 
recommended that the core AUSCO program goals and objectives remain unchanged for 
the next contract. 

Recommendation Two 
With a view to facilitating accurate reporting of program reach and maximising course 
uptake, it is recommended that posts be directed to refer all humanitarian clients granted 
a visa to the AUSCO service provider within one week of visa grant.   

Recommendation Three 
It is recommended that KPI 7 (a) be changed to require the AUSCO service provider to 
report on the number of visa grant notifications received, the number of clients invited to a 
class and the number of clients not invited, and the reasons why they were not invited.   

Recommendation Four 
It is recommended that Humanitarian Branch in consultation with the Citizenship, 
Settlement & Multicultural Affairs Division and the AUSCO service provider examine 
options that will ensure the timely delivery by DIAC to the AUSCO service provider of 
client destination and visa subclass data.   

Recommendation Five 
To complement the existing contract management framework and to optimise the existing 
feedback mechanisms in place, it is recommended that Humanitarian Branch introduce a 
formal continuous improvement framework for AUSCO that will provide annual 
opportunity to reflect on the operation of the program at the holistic level.   

Recommendation Six 
It is recommended that Humanitarian Branch, in consultation with the Citizenship, 
Settlement & Multicultural Affairs Division and the AUSCO service provider, examine the 
suggested changes to the AUSCO course content including the specific information 
requested by clients and stakeholders listed in the table at Appendix K and the 
suggestions for increased emphasis to the AUSCO course content as listed at Table 4.4 

Recommendation Seven 
It is recommended that Humanitarian Branch take the opportunity to update the AUSCO 
DVD to align it with other changes to the program and continue to expand its range of 
DVDs available as supporting resources, taking into account the feedback received 
during this evaluation regarding specific DVDs of benefit.   

Recommendation Eight 
Given the clear value placed on it by clients, it is recommended that Humanitarian Branch 
update the AUSCO Handbook: 

a) in alignment with the updated information proposed for the course content  
b) to take account of the areas for increased emphasis, and  
c) to incorporate some of the suggestions received from stakeholders, such as further 

increasing the visual content, exercises for clients and a checklist for after arrival.   
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Recommendation Nine 
It is recommended that Humanitarian Branch enhance their AUSCO communication 
strategy for the purposes of: 

a) identifying all the relevant stakeholders that need to be aware of the program 
b) ensuring that these stakeholders have sufficient understanding of the nature and 

content of the program to facilitate their roles in settling humanitarian entrants 
c) developing structured mechanisms by which stakeholders can be kept informed of 

trends or developments in the program, and 
d) developing structured mechanisms whereby Humanitarian branch can be kept 

informed of changes to programs and agencies that might impact on AUSCO.   

Recommendation Ten  
It is recommended that, given the apparent strength of support from stakeholders and 
clients for formal onshore orientation to be developed, Humanitarian Branch consult with 
relevant program areas in the Citizenship, Settlement and Multicultural Affairs Division to 
explore options for implementing more formal onshore orientation and other ways to 
better coordinate the offshore and onshore orientation services provided, including 
researching what programs are already available in the greater public and private 
sectors. 

Recommendation Eleven 
It is recommended that Humanitarian Branch and the Citizenship, Settlement and 
Multicultural Affairs Division pursue the suggestions for practical linkages between the 
AUSCO and IHSS program proposed as part of this evaluation and listed in Table 5.2. 
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Chapter 1: Introduction   
This chapter provides the context for the evaluation and outlines the terms of 
reference, scope and methodology for the evaluation.  The structure of this report is 
also outlined.   

Background  
Program description 
Australia has a long history in the resettlement of refugees and humanitarian entrants.  
The Australian Cultural Orientation (AUSCO) program is a five day cultural orientation 
course available to all humanitarian entrants who are over five years of age.  AUSCO 
is delivered prior to their departure to Australia and marks the beginning of the 
settlement process.   

The program was first established in 2003 in recognition of the need for orientation for 
refugees from Africa.  Initially a pilot project operating in Kenya and Egypt, AUSCO 
has since expanded and is now offered to Refugee and Special Humanitarian Program 
clients globally in four regions – Africa, South Asia, South East Asia and the Middle 
East.  Additional courses are provided in other locations as required. 

The course topics provide clients with practical advice for their journey to Australia, 
including quarantine laws, as well as information about what to expect after arrival.  
The topics include an overview of key facts about Australia including the system of 
government, geography and climate, cultural adjustment, settling in, health care, 
education, finding a job, money management, housing, transport, Australian values 
and laws and the role of the police. 

AUSCO courses are designed for and delivered to four main groups: 
- adults 
- youth 
- children, and 
- pre-literate entrants.   

A special Family Day session has also been introduced, which aims to address issues 
associated with resettlement including the shift in family dynamics.  The course 
content is supplemented by an AUSCO Student Handbook, available in a number of 
languages, and a client ‘Life Book’ to record their settlement journey.   

Contract with IOM 
The International Organization for Migration (IOM) was awarded a three year contract 
in September 2006 to deliver AUSCO courses.  The contract has been extended for 
one year by way of a deed of variation to 31 August 2010.  The estimated cost of the 
four year contract is anticipated to be A$7.5 million. 

The department and IOM regularly review the course content to ensure it meets the 
needs of entrants.  The AUSCO Program Consultative Committee (APCC) also 
reviews AUSCO and suggests ongoing enhancements. 

Since AUSCO began in 2003 and up to the end of June 2009, 1664 courses have 
been held, assisting 32 318 entrants.   

Links to Settlement Services 
The AUSCO program is a bridge that marks the transition from life as a refugee to the 
journey to and settlement in Australia.  It is regarded by many stakeholders as the first 
step in the settlement process.  To support new arrivals, over time many forms of pre-
embarkation orientation have been provided, including during transit orientation, camp 
based courses, English classes and a range of translated written materials.  More 
recently, AUSCO and Settlement DVDs have been produced.  Currently, DIAC 
administers a range of humanitarian settlement programs that commence with offshore 
orientation through comprehensive support for the initial six to twelve months after 
arrival to longer term settlement assistance.  Settlement services are primarily focused 
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on building self-reliance, developing English skills and fostering links with mainstream 
services. 

Previous program reviews  
Previous evaluations of AUSCO have been undertaken in: 

- 2004 by the Refugee Council of Australia (RCOA), and  
- 2005 (internal evaluation with the assistance of Ernst & Young).   

A number of reviews have also been conducted into the settlement experiences of 
Refugee and Special Humanitarian Program (RSHP) entrants and these reviews have 
also provided further feedback on the effectiveness of AUSCO.   

Scope of the evaluation  
Provision for a formal evaluation of the program during the life of the current contract 
was made in the AUSCO program budget and was expected to occur in the third year 
of the contract.  A global tender process for the delivery of the AUSCO program for a 
further three years is expected to commence in late 2009.  The evaluation thus has a 
two-fold purpose: to review AUSCO at the program level and to inform the forward 
contract.  The evaluation is not intended to review the performance of the current 
service provider as this is done on an ongoing basis through formal contract 
management procedures.   

Terms of reference 
The Terms of Reference for the 2009 AUSCO evaluation were to:   

1. Review the outcomes/results of the program from inception to date and assess 
whether the program is delivering its intended objectives. 

2. Analyse the performance of the program in relation to meeting contractual Key 
Performance Indicators (KPIs), global expansion and uptake by RSHP clients 
and to determine if any contractual changes are required.    

3. Obtain and analyse comprehensive client and key stakeholder feedback on 
perceptions of course content and program delivery methods with a view to 
informing any required changes to the program content or delivery.      

4. Review the current Quality Assurance (QA) mechanisms in terms of content 
delivery and recommend any further measures to be employed. 

5. Identify any linkages and gaps in the provision of offshore and onshore cultural 
orientation and provide any necessary recommendations for greater 
coordination and improvement of both services. 

The outcomes of the 2009 evaluation were expected to provide policy and operational 
direction to the ongoing AUSCO program and related initiatives.  A copy of the Terms 
of Reference for the evaluation is attached at Appendix A.   

Evaluation methodology 
The evaluation was conducted in accordance with the guidelines in the DIAC 
Evaluation Handbook.  Accordingly, a high level Evaluation Steering Committee (ESC) 
was formed to oversee the process.  Key tasks for the ESC were to: ratify the final 
terms of reference and the evaluation methodology; monitor progress of evaluation 
activities; review the evaluation findings and to review and endorse the final report.   

ESC membership comprised: 
- First Assistant Secretary, Refugee Humanitarian & International Division  
- First Assistant Secretary, Citizenship, Settlement & Multicultural Affairs Division  
- State Director, Victoria  
- Assistant Secretary, Humanitarian Branch  
- Assistant Secretary, Refugee Support Branch, and 
- Chief Executive Officer, Refugee Council of Australia. 
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An officer experienced in evaluation and performance auditing was seconded internally 
to lead and advise the evaluation team.  The evaluation methodology included: 

- review of key literature, including related settlement reviews 
- review of key contract related documents and program management files  
- conduct of structured focus groups with a range of RSHP clients who had 

attended AUSCO 
- consultations with settlement staff in DIAC state and territory offices in all states 
- consultations with IHSS service providers in all states 
- consultations with a range of other key onshore stakeholders, such as: APCC 

members, torture and trauma counsellors, Settlement Grant Program recipients, 
Victoria Police, NSW Fire Brigade, Centrelink  

- discussions with Australians who had observed AUSCO classes including 
Australian Youth Ambassadors for Development (AYAD) and Visiting Settlement 
Advisors (VSAs) 

- survey of staff at DIAC overseas posts that process refugee applications 
- survey of IOM trainers who deliver AUSCO 
- interview with IOM management, and 
- discussions with DIAC AUSCO and IHSS contract managers.   

A copy of the Evaluation Criteria and Test Program is at Appendix B.   

Structure of the report 
The report is structured as follows: 

Chapter Two: Program Objectives and Outcomes – reviews the outcomes and results 
of the AUSCO program to date to assess whether the program is delivering its 
intended outcomes and whether the objectives remain valid or need to be changed 
prior to the next contract tender.   

Chapter Three: Contract and Departmental Performance – analyses the performance 
of the program in relation to meeting the contractual KPIs, global expansion and 
uptake by RHSP clients.  Also considered are the effectiveness of the current format of 
the contract and KPIs and the administrative guidance and support from DIAC, to 
determine whether any changes are required prior to the forward contract tender 
round.  This chapter also considers whether the QA framework supports ongoing 
continuous improvement of the program.   

Chapter Four: Client and Stakeholder Feedback – covers the comprehensive client 
and stakeholder feedback received on the program and discusses the implications for 
the forward course content and delivery of the program.   

Chapter Five: Service Coordination – identifies the linkages between, and any gaps in, 
the provision of offshore cultural orientation and onshore settlement orientation and 
makes recommendations aimed at improving the coordination of the offshore and 
onshore services to optimise orientation outcomes for RSHP clients. 
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Chapter 2: Program objectives and outcomes 
This chapter reviews the outcomes and results of the AUSCO program to date to 
assess whether the program is delivering its intended outcomes and whether the 
objectives remain valid or need to be changed prior to the next contract tender.   

Program objectives 
In any evaluation it is important to establish whether the program under review is 
delivering the intended objectives.  Once this has been established, judgments can be 
made regarding whether the program has the right objectives and whether the 
administrative arrangements underpinning the program are facilitating good outcomes.   

The first term of reference was to examine what the program had achieved since 
inception and whether the program was delivering the intended objectives, with a view 
to informing the forward program.  The evaluation team set out to answer the following 
questions: 

- What has the program achieved since inception? 
- To what extent do the outcomes meet the intended objectives? 
- Are there any external and contextual factors that are or will impact upon the 

program? 
- Are the program objectives still valid or are any changes required? 
 

Background and context 
Humanitarian Program objectives 
The Humanitarian program contributes to the resettlement of refugees and others in 
the greatest humanitarian need by enabling durable solutions through the development 
and management of the program in accordance with government requirements. 

DIAC Outcome 2 states: Protection, resettlement and temporary safe haven for 
refugees and people in humanitarian need through partnering with international 
agencies, assessing humanitarian visa applications; and refugee and humanitarian 
policy advice and program design. 

The Humanitarian Branch is responsible for policy development, planning, stakeholder 
communication and program management for the delivery of the Offshore 
Humanitarian Program under Output 2; and temporary safe haven in Australia for 
people displaced by upheaval in their own country. 

AUSCO objectives  
Humanitarian Branch manages a number of programs and functions relating to the 
resettlement of refugees, including AUSCO.  The AUSCO course is delivered to 
humanitarian entrants prior to their arrival in Australia and provides an initial 
introduction to aspects of Australian life, aiming to prepare entrants for travel to 
Australia and to enhance their settlement prospects while creating realistic 
expectations for their life in Australia.  AUSCO is not intended to replace the onshore 
services provided through the Integrated Humanitarian Settlement Strategy (IHSS). 

The core goals of AUSCO, as described in the Contract Management Plan, are: “to 
provide our clients: 

a) accurate information on departure proceedings and the initial stages of 
settlement in Australia 

b) the facts of the settlement process in Australia 
c) a realistic picture of life in Australia 
d) practical information about the services available to them upon arrival in Australia 

and how to access them 
e) encouragement in self-sufficiency and basic skills and the training necessary to 

achieve it 
f) the necessary tools to deal with initial settlement concerns and with the different 

stages of cultural, social and economic adaptation.” 
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Program funding  
The IOM was awarded a three year contract in September 2006 to deliver AUSCO 
courses.  The contract has been extended for one year by way of a deed of variation to 
31 August 2010.  The estimated cost of the four year contract is anticipated to be 
A$7.5 million. 

History of Pre-Embarkation Orientation 
There have been many forms of pre-embarkation orientation provided by the 
department since World War ll.  The following are some examples of the ways in which 
this service has been provided: 

- In the 1950s and 1960s, when most travel to Australia was by ship, the 
department employed Ship Board Information Officers who provided orientation 
and English classes during the journey to Australia  

- During the 1970s and early 1980s there were orientation classes, based in 
overseas refugee camps, conducted by departmental officers for refugee 
entrants 

- For much of the late 1980s and 1990s migrants and refugees were provided, by 
posts, with comprehensive and translated written material, i.e. “Living in 
Australia” booklets, at the time of their visa grant; and 

- In 1998 and 1999 the department trialled a classroom based cultural orientation 
program for refugees moving to Australia from the Former Yugoslavia. 

Using the 1998–99 classes as a base, in 2000 funding was provided to the RCOA to 
undertake research into existing pre-embarkation material.  The RCOA gathered 
information from clients and service providers on their experiences and provided 
suggestions through focus groups and surveys.  Their broad recommendations on 
content were that information should be included on: 

- the country 
- what will happen to them when they get here 
- adjustment 
- family reunion 
- the Australian way of life 
- housing 
- the law 
- family dynamics 
- interpreters 
- health and hygiene 
- financial issues 
- employment 
- education 
- religion 
- home comforts 
- what to bring, and 
- protecting the environment. 

Consequent to this research the AUSCO program was developed and trialled.  During 
the trial stages both the IOM and the International Catholic Migration Commission 
assisted with the delivery of classes.  IOM was subsequently the successful tenderer 
through a Request for Tender (RFT) process undertaken during 2002.  Gradual 
implementation of the program across all regions in which humanitarian entrants 
resided, occurred from 2003–2005.  The development of resource kits and 
presentation materials was undertaken by both the department and IOM, including the 
production of an AUSCO specific DVD for use in classes. 

A second RFT was undertaken during 2005–06 to replace and improve the first 
contract.  IOM was again the successful candidate.  Significantly improved KPIs and 
reporting mechanisms were introduced at the time the new contract was signed in 
August 2006. 
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The topics covered by AUSCO are tailored for each class’s specific needs.  The topics 
that can be taught generally follow the recommendations of the 2000 research 
outcome and are as follows: 

- an overview of Australia including government, geography and climate 
- travel to Australia 
- settling in  
- cultural adjustment 
- healthcare 
- education 
- finding a job 
- money management 
- housing 
- transport; and 
- Australian law. 

AUSCO teachers use a variety of teaching methods including brainstorming, 
simulations, case studies, debates, discussions, problem solving and role plays.  The 
department also provides classroom and reference materials such as videos, CDs, 
DVDs, maps, posters, newspapers, books about Australia and information on key 
community services such as Centrelink, quarantine, banking and policing, in order to 
maximise the learning experience for the participants. 

Program achievements since inception 
The contract allows for innovation and development of the program.  The evaluation 
team considered the program outcomes by way of service delivery to clients and also 
examined the achievements of the program by way of innovation and enhancements.  
During the course of the contract, in addition to the delivery of the required services, a 
number of innovations were introduced with the aim of improving the achievement of 
the program objectives and outcomes for clients.   

Program delivery 2006–2009 
Since its introduction in 2003, the delivery of AUSCO has expanded to include new 
regions, new cohorts of humanitarian clients, and to increase the range of AUSCO 
classes offered.  In 2003–04 some 1668 clients attended AUSCO.  Since then, 
attendance has exceeded 6000 clients in almost every program year.  The program 
has also been delivered to a number of new cohorts, such as the Bhutanese and the 
Rohingya.   

During the term of the current contract, as at the end of June 2009, 969 courses had 
been delivered to 18 482 participants in Bangladesh, Egypt, Ghana, Guinea, India, 
Iran, Jordan, Kenya, Lebanon, Malaysia, Nepal, Pakistan, Romania, The Republic Of 
Congo, Sierra Leone, Sudan, Syria, Tanzania, Thailand, Turkey, Uganda, Zambia, and 
Zimbabwe.  AUSCO courses are now conducted over five days instead of the initial 
program of three days.  Courses for youth (13–18 years), children (5–12 years) and 
pre-literate entrants have been incorporated into the program, subject to the 
composition of classes. 

More information is provided in Chapter 3 in relation to the delivery of services under 
the contract.   

Enhancements to the program  
The program has benefited from continual feedback from both participants and 
trainers.  This has resulted in a number of enhancements since the commencement of 
the current contract in 2006.  These include: 

AUSCO Program Consultative Committee (APCC) 
The APCC is an expert consultative committee, comprising refugee advocates 
(including an RCOA representative), educational specialists, representatives from law 
enforcement, community groups and IHSS providers, as well as recently arrived 



 

AUSCO Evaluation 2009 11 

refugee and humanitarian entrants.  The APCC was established in November 2006.  It 
reviews existing course materials and teaching resources and assesses the efficacy of 
the AUSCO program. 

Train the Trainers Conferences 
Annual ‘Train the Trainers’ conferences have been introduced to provide ongoing 
training to AUSCO teachers.  Conferences have been held in Cairo in October 2006, in 
Bangkok in October 2007 and in Perth in October 2008.  The conferences are 
attended annually by over 30 trainers from 20 countries.  The next conference is to be 
conducted in Brisbane in October 2009. 

The three day conferences provide opportunities for trainers to review the course 
content and training methodologies.  The conferences are also attended by the DIAC 
contract manager who provides key government messages throughout the duration of 
the meeting.  Moving the conference venues to Australia has meant that DIAC and 
IOM are able to invite a much larger number of onshore service providers to present 
sessions on onshore settlement services.  A further advantage is the opportunity for 
the trainers to have hands on experience of Australian conditions and to visit onshore 
service providers and former clients. 

Updated teachers handbook, student handbook and trainers resources kit 
Updated and extensive resource kits are provided on a continuing basis by DIAC to 
IOM and include the AUSCO Student and Teachers Handbooks.  These were last 
updated in October 2007.  The student handbook has been translated by IOM into 12 
community languages. 

AUSCO comic book initiative 
In November 2007 a contract was signed to develop a unique comic book for use in 
AUSCO classes, further supplementing teaching resources.  The comic book is 
targeted at the AUSCO Youth Program.  The 28 page comic provides AUSCO 
participants with increased understanding about Australian life and culture and the 
settlement challenges faced by newly arrived refugees.  The characters and storyline 
were developed in workshops involving former AUSCO ‘graduates’ from each AUSCO 
region.  The comic book was launched by the Parliamentary Secretary for Multicultural 
Affairs and Citizenship on 19 June 2009 as part of Refugee Week celebrations at the 
Migration Museum in Adelaide. 

Australian Youth Ambassadors for Development (AYAD) volunteers  
Humanitarian Branch became a partner organisation with the AYAD program in 2007.  
Two AYAD volunteers were placed at Mae Sot, Thailand in March 2008 to work with 
IOM on AUSCO training and course content development for 12 months.  A third 
AYAD volunteer recruited from within DIAC was deployed in October 2008.  These 
placements support AUSCO program outcomes which encourage Australians to attend 
AUSCO classes and/or teacher-training sessions.  It is hoped that the department’s 
AYAD participant will gain valuable overseas experience which can later be applied 
upon their return to Australia in Refugee and Humanitarian (including Settlement) 
related areas.  It is expected that a further two AYAD participants will be recruited for 
new project work in 2010.  The possibility of expanding the deployment of Australian 
volunteer placements within the AUSCO program is currently being explored. 

Trial of ‘one-day-on, one-day-off’ AUSCO courses  
The South East Asia Region has trialled, in 2008–09, ‘one-day-on, one-day-off’ 
AUSCO courses, in which participants have been given self-learning homework 
assignments to be carried out on alternate days.  This effectively delivers nine days of 
interactive cultural orientation for the same cost as the regular five day AUSCO course 
and is expected to improve the overall learning outcomes for participants.   
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Introduction of AUSCO family day 
The Family Day session addresses the pressures of resettlement on families 
highlighting the settlement issues faced by families after arrival in Australia.  These 
sessions include topics such as the importance of gaining drivers’ licences, 
overcoming the challenges of school, coping with shifting family roles, parental 
discipline, dating and relationships and gender issues.  Sessions are attended by all 
family members rather than being split into separate age related courses. 

Introduction of the Life Book 
The Life Book was trialled over 2008 and introduced for all classes as of 
October 2008.  The Life Book is a story and celebration of students’ lives and aims to 
provide a psychosocial support tool to help refugees say goodbye to their home and 
help them resettle in their new environment.   

Life Books can help refugees: 
- reflect on the home and life that they are leaving 
- imagine the place that they are going to and prepare for it 
- re-evaluate their expectations of their new home once they are there, and 
- cope with living in their new home. 

Introduction of visiting subject matter experts 
This program commenced in 2007 with a visit by members of the Victorian Police to 
AUSCO classes in Cairo and then later that year a visit to classes in Thailand.  The 
officers concerned were able to provide sessions on law enforcement in Australia (and 
also alleviated a significant degree of fear of authority figures in the refugees).  The 
officers also learnt more about the offshore circumstances of the refugees to assist in 
the development of their own programs back in Australia. 

The program then expanded to a formal negotiated Memorandum of Understanding 
between IOM and the RCOA.  This enabled the recruitment of guest trainers to attend 
AUSCO courses each year providing training to trainers in their particular areas of 
expertise.  During 2008 and 2009 eight guest trainers have been deployed to 
Malaysia, Thailand, Jordan and East and West Africa.   

Introduction of specific information campaigns 
During the life of the current contract, DIAC has provided targeted information 
campaigns to refugee populations in Nepal and Thailand.  This consisted of resources 
being made available to camp libraries for refugees to study. 

Phone hook-ups between IHSS service providers and AUSCO participants were 
introduced where it was known that particular groups were going to specific locations, 
e.g. the Bhutanese going to Tasmania. 

New regional specific information packs have been developed for entrants going to 
places like Mount Gambier.  A system of real time information updates has been 
introduced for the use of trainers. 

Formal communication lines for sharing information and resources with Canadian and 
US colleagues involved in cultural orientation programs have been developed. 

Trialling of a program for single entrants 
A trial is currently underway targeted at single entrants and their particular needs, i.e. a 
part day session within the five day program. 

Introduction of inter-regional visits by senior IOM Trainers 
Senior IOM trainers and regional coordinators are now able to visit other regions to 
provide specific training around the use of new and improved resources that they have 
trialled and/or developed. 
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Introduction of improved contract reporting 
Fully integrated reporting has been introduced along with the use of multifaceted 
payment systems and innovative QA mechanisms. 

Development of innovative and cost effective resources 
During the life of the contract the following are examples of externally produced 
resources that have been identified and introduced:1 

- onshore “junk mail” and newspaper real estate inserts for use in budgeting 
exercises (“donated” by DIAC officers in Humanitarian Branch) 

- episodes of the TV series Border Security for use in Customs and Quarantine 
course sessions 

- copies of the SBS documentary of “Ayen’s Cooking School for Men” for use as 
an example of possible gender role changes 

- region specific information guides, e.g. the Wollongong MRC’s guide to local 
shops where specific food stuffs can be obtained 

- Driver Training DVDs that have been developed for use in several regions 
- Tenancy Checks DVDs that have been developed by the Fairfield Migrant 

Resource Centre (MRC) 
- Health Check DVDs developed by the Refugee Health Improvement Network of 

NSW, and 
- provision of second-hand NSW Fire Brigade Officer and Victorian Police Officer 

uniforms for use in safety classes (courtesy of the NSW Fire Brigade and Vic 
Police). 

Introduction of flexible course definitions 
At times it is difficult to provide a full five day course for all eligible entrants for a variety 
of reasons, such as a short lead-time before visa entry expiry or very small groups 
requiring assistance.  Abbreviated classes have been introduced where required.  For 
example, for the Iraqi Locally Engaged Employees cohort which was moved on charter 
flights, very short sessions were held at Amman airport while they were in transit from 
Iraq to Australia. 

Use of AUSCO trainers as operational escorts 
When a need for an operational escort has been identified, such as for particularly 
vulnerable groups or small children travelling alone, then IOM has been strongly 
encouraged to use AUSCO trainers to provide the assistance required.  Once in 
Australia the trainers spend 2–3 days with the IHSS service providers getting first-hand 
experience of the immediate processes that entrants go through on arrival. 

Conclusion regarding program achievements 
The evaluation team considered the extent of innovation introduced over the three 
years and concluded that the AUSCO program had grown and had also evolved over 
the life of the contract, with many initiatives implemented to enhance the course for 
humanitarian clients.   

Extent to which outcomes meet intended objectives 
Evaluation feedback received 
Specific questions were designed to measure the extent to which AUSCO objectives 
were met.  These questions were then asked of the clients, IOM trainers, IOM 
management team and onshore stakeholders.  Specifically stakeholders were asked: 

- what they knew of AUSCO and the source of their information 
- how well AUSCO had prepared clients for their travel to Australia, and  
- how well AUSCO prepares clients in relation to what to expect in Australia. 

                                                 
1 Note: This is not a complete list.  The AUSCO Resource Kit comprises several pages of resources that 
are made available to the IOM trainers.   
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Awareness of AUSCO 
As a starting point, it was important that the evaluation team gauge stakeholders’ level 
of knowledge of AUSCO because this had the capacity to influence their responses to 
the evaluation questions.   

The evaluation team asked the various stakeholders what information they had 
received about AUSCO and by whom this information had been provided.  The most 
common sources of information cited by onshore stakeholders were: 

- client feedback 
- AUSCO DVD 
- SBS documentary 
- DIAC STOs 
- involvement in settlement activities such as the making of the settlement DVDs 
- visits by IOM management and trainers; and 
- involvement in AUSCO activities such as the APCC, AYAD or VSA programs. 

Most stakeholders understood that the program was cultural orientation delivered 
offshore, but the level of knowledge regarding the content and delivery of the program 
and its outcomes varied widely among those consulted, with almost all seeking further 
information.  All stakeholders requested copies of the AUSCO Fact Sheet and the 
Student Handbook.  The evaluation team undertook to provide these.  The onshore 
stakeholders felt that it would be very useful for them to have a more detailed 
knowledge of what the course covered and the sort of materials used so that they 
could better gauge what clients needed to know after arrival and what they had already 
been told.  A number of stakeholders suggested that an AUSCO marketing strategy 
would be beneficial. 

The discussion about increasing the level of awareness among onshore stakeholders 
is taken up in Chapter 5: Service Coordination.   

The evaluation team had hoped that stakeholders would be able to apply a simple 
rating scale indicating the extent of client preparation achieved through their 
attendance at AUSCO.  The team found that due to the varying levels of knowledge 
about the program, the differing levels of interaction with clients, and the differences in 
the humanitarian client caseload needs, the responses received were more qualitative 
and general in nature.  The team was not able to obtain the quantitative data it had 
hoped to gather.  The discussion below represents an analysis of the trends detected 
in the range of qualitative comments received.   

Onshore stakeholders  
The majority of stakeholders agreed that the program meets its broad objectives of 
providing clients with essential information about travelling to and settling in Australia 
prior to departure. 

Many of the stakeholders consulted felt that AUSCO delivers more than the intended 
objectives and that the program in some ways changes entrants’ lives.  Stakeholders 
considered that AUSCO imparts a new set of skills, such as:  

- timeliness 
- improved personal hygiene 
- improved health and nutrition 
- greater awareness of and adjustments to family relationships; and 
- better inter-personal communication and relationships.   

Importantly, stakeholders stated that the program boosts client confidence, conveys a 
sense of self-worth and marks the transition from refugee to settler. 

The evaluation team also found that stakeholders generally held high expectations of 
what AUSCO could achieve and that there was an apparent disconnect between their 
initial comments about the perceived limited capacity of clients to absorb information 
prior to departure and subsequent comments about additional details or segments that 
should be covered.  The team considered that the expectation by onshore 
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stakeholders of how much information could or should be covered offshore could be 
interpreted as an indication that the program was not only necessary but was also 
delivering results.  The evaluation team further considered that the volume of 
information proposed for coverage, combined with comments about the limitations of 
what could be absorbed by clients offshore, was also perhaps indicative of a perceived 
need for greater formality and structure for onshore orientation.  This is addressed 
further in Chapter 5.   

IOM views 
Responses from the IOM trainers state that they see significant increases in 
confidence levels in the participants over the period of the AUSCO classes.  Of the 24 
trainers who responded to the survey, 23 or 96% said that they observed an increase 
in clients’ confidence over the duration of the course.  Only one trainer indicated that 
they did not observe such a change.   

The trainers also stated that they observed changes in participants around self 
awareness (of their life, family relationships, environment, social dynamics and life 
changes), the realisation that they will no longer be refugees and the associated sense 
of relief.  The evaluation team considered these responses to be indicators that the 
objectives of the program are being met. 

An example of increased confidence levels was observed first-hand by the evaluation 
team in a focus group of Afghan participants in Sydney where an older woman, who 
was illiterate in her own language and had gone through the pre-literate program, 
displayed pride in her ability to write her own name (albeit very slowly and 
painstakingly) and was confident enough to refuse to allow her adult son to assist. 

An interview was conducted with the IOM AUSCO management team, i.e. the Contract 
Manager, Global Coordinator, South East Asian Regional Coordinator and the 
manager of all IOM orientation programs.  The management team stated that they 
believed that the following outcomes have been achieved: 

- refugees are better prepared for their travel and journey 
- refugees are better prepared for their initial settlement in Australia 
- clients have greater confidence and reduced anxiety 
- clients hold more realistic expectations 
- there are less problems on the flights and in transit 
- an excellent range of teaching resources have been developed over the life of 

the contract 
- the teachers are well trained 
- there has been excellent engagement from DIAC with the program (this is greatly 

appreciated and is a very different experience than that experienced with other 
donor countries) 

- The Minister for Immigration and Citizenship has indicated to them that he thinks 
AUSCO is an excellent program, and  

- AUSCO has become a model for other countries orientation programs through its 
rigorous reporting, attention to detail of the course content, and for its train the 
trainer conferences. 

The IOM management team also considered that AUSCO fully meets its goals and 
objectives a), b), c) and d) but that objectives e) and f) regarding self-sufficiency and 
cultural, social and economic adaptation are much harder to measure and more 
difficult to meet in a five day time frame.   

The evaluation team notes that the IOM Migrant Training Philosophy states that the: 
”primary goal of any training is to encourage participation as much as possible, and to 
strive to empower participants through creating meaningful and experiential learning 
opportunities…migrant training goes beyond simply the facts and information 
dispersed: it also addresses the psychosocial well-being of participants.”2 

                                                 
2 In Search of an IOM Training Philosophy, document provided by the IOM Global Coordinator, p.1.   
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Conclusion  
The evaluation team considered the range of feedback received from stakeholders and 
IOM trainers and management, and concluded that the majority believe that AUSCO is 
meeting its intended goals and objectives and that the program has evolved so that it 
now appears to achieve settlement outcomes beyond those originally envisaged.   

The evaluation team further concluded that while AUSCO seems to be widely 
supported and well regarded, the program is not well understood by the onshore 
stakeholders and there is scope to increase their level of awareness of what the 
program does and achieves.   

Factors that might impact on the forward program 
The evaluation team considered the range of external and internal environmental 
factors that have the potential to impact on the forward AUSCO program. 

External environment 
Ongoing security concerns may impact adversely on the delivery of the program in 
particular areas of the world.  As an example the security situation in Pakistan has 
been of significant concern over the last 2 years and has often impacted on the ability 
of the AUSCO trainers to travel outside of Islamabad.  For example, a high percentage 
of clients reside in the Quetta area and there have been times when this region has 
been particularly targeted by extremist groups, therefore limiting the trainers’ ability to 
travel.  It is imperative that alternative means of providing assistance be identified, e.g. 
ensuring that clients have received a copy of the Student Handbook, at least, so that 
they have some information available to them before they travel to Australia. 

It is also possible that where the contractor does not have a formal presence in the 
country where entrants are located, that country may not allow trainers in to conduct 
training prior to applicant travel.  Again there would be benefit in identifying an 
alternative means of information provision, such as exploring the possibility of a third 
transit country willing to allow the entrants a short amount of time to undertake the 
training prior to their departure for Australia. 

The global recession and its impact in Australia have influenced the availability of 
housing and employment for all entrants.  This has impacted on the details provided in 
some of the course topics and is discussed further in Chapter 4, Client and 
Stakeholder Feedback.   

DIAC environment 
Potentially of direct relevance to AUSCO are the changes being considered in relation 
to the onshore settlement programs.  At the time of this evaluation, a major discussion 
paper was released by DIAC seeking submissions in relation to the Integrated 
Humanitarian Settlement Strategy: helping refugees and humanitarian entrants settle 
in Australia.  This paper poses a range of questions in relation to the core information 
to be provided to humanitarian entrants after arrival and also in relation to whether 
information should be provided in the areas of family relationships and cultural 
transition issues.  A recent Australian National Audit Office performance audit report 
had made recommendations relating to the administration of the department’s 
Settlement Grants Program (SGP), some of which are for orientation related projects.  
Other changes are being considered in relation to the AMEP Research Centre which is 
to be replaced by a different model.   

In terms of timing, this evaluation was not able to take account of the potential 
changes to the internal operating environment as these were not decided.  
Accordingly, the evaluation team assessed AUSCO in relation to the program under 
the current contract and made recommendations aimed at improving AUSCO and its 
links to other programs in relation to the current environment.  Where possible, the 
evaluation team has noted potential changes to other relevant DIAC programs, and the 
team acknowledges that some of the recommendations may need to be adjusted once 
decisions are taken about the related settlement programs.   



 

AUSCO Evaluation 2009 17 

Future program objectives  
AUSCO program definition and objectives for 2010 
Given that the program in its current form is well supported, and according to the 
stakeholders consulted is meeting its intended goals and objectives, the evaluation 
team concluded that there did not appear to be a need to make major changes to 
either the program definition or to its objectives for the next contract period. 

In making this finding, the evaluation team recognises the release of the major IHSS 
discussion paper referred to above and the review activity affecting other settlement 
programs.  While there is no need to change the AUSCO objectives as the programs 
stands, if there are significant changes made to the onshore settlement services there 
would be benefit in ensuring that the respective program objectives are clearly defined 
and that the ways in which they are intended to complement each other is well 
articulated.   

Recommendation One  
Given the level of support for the current AUSCO program and its performance against 
the stated objectives, and subject to the findings of the current IHSS review, it is 
recommended that the core AUSCO program goals and objectives remain unchanged 
for the next contract. 
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Chapter 3: Contract and departmental performance 
This chapter analyses the performance of the program in relation to meeting the 
contractual KPIs, global expansion and uptake by RHSP clients.  Also considered are 
the effectiveness of the current format of the contract and KPIs and the administrative 
guidance and support from DIAC, to determine whether any changes are required prior 
to the forward contract tender round.  This chapter also considers whether the QA 
framework supports ongoing continuous improvement of the program.   

The current contract and KPIs 
The second term of reference for the evaluation was to analyse the performance of the 
program in relation to meeting contractual KPIs, global expansion and uptake by 
humanitarian clients, and to determine if any contractual changes are required.  The 
fourth term of reference envisaged a review of the current QA mechanisms in terms of 
course content and delivery and to recommend any further measures to be employed.  
The latter line of enquiry was absorbed into the analysis of performance measurement 
and administrative support arrangements, with a focus on continuous improvement.  It 
is also addressed in this chapter.   

The evaluation team sought to answer the following questions: 
- To what extent are the KPIs being met by the current contractor? 
- Are the current contract KPIs effective or are any changes required? 
- Do the current administrative arrangements between DIAC and the contractor 

adequately support the delivery of the contract? 
- Do the current QA mechanisms effectively support continuous improvement of 

the program?  

Current contract arrangements 
The current contract with IOM was entered into in August 2006, and has been 
extended for one year until 31 August 2010 through a Deed of Variation.  The initial 
estimated value of the three year contract was A$5.5 million and the estimated value 
for the four years of the contract is A$7.5 million.  IOM has a depth of experience in the 
delivery of cultural orientation programs and also delivers programs for humanitarian 
entrants to other countries, including the USA and Canada.   

Under the current arrangements one contract covers the global tender for the provision 
of offshore cultural orientation services to Australia’s humanitarian entrants for 2006 to 
2010 as IOM was the successful bidder for all regions.  The contract provided for start 
up costs, fixed costs payable monthly and ad-hoc costs payable monthly on 
presentation of invoices.  The flexible payment arrangements were introduced in the 
2006 contract.    

Attendance at AUSCO is voluntary and classes are to be offered to all visa grantees 
aged between 5 and 60 years.  The contract covers the Humanitarian Program visa 
subclasses of: 

- Class 200 – Refugee 
- Class 201 – In-country Special Humanitarian  
- Class 202 – Global Special Humanitarian 
- Class 203 – Emergency Rescue, and 
- Class 204 – Woman at Risk.   

The contract is managed by Humanitarian Business Processes Section within the 
Humanitarian Branch, Refugee, Humanitarian and International Division (RHID).  
Contract management procedures include: 

- the appointment of a specified contract manager 
- a Contract Management Plan 
- an Operating Procedures Guide 
- an AUSCO Risk Management Plan 
- a Business Continuity Plan 
- strict and specific reporting requirements as part of the KPIs 
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- maintenance of an Issues Register 
- maintenance of a Complaints Register 
- regular meetings between DIAC and IOM, and  
- site visits by DIAC staff from overseas posts, RHID and sometimes from 

settlement staff. 

The contract is further supported by the APCC and a range of ongoing monitoring and 
QA mechanisms that are discussed later in this chapter.   

The contract services 
IOM is expected to liaise with overseas posts regarding the referral of clients and to 
schedule appropriate classes that are accessible to clients and meet the specifications 
provided by DIAC in terms of suitability of venue, qualifications and quality of teachers, 
the course content to be covered and the materials to be used.  As outlined in Chapter 
2 there have been a number of innovations to the delivery of services over the duration 
of the contract.  Table 3.1 shows the number of classes that have been held, by 
region, over the three years of the contract. 

Table 3.1 AUSCO classes held by year by region  
Year  Africa  Middle East South Asia SE Asia Total classes Total clients 
2006–07* 127 97 29 72 325 6617 
2007–08 79 61 34 110 284 5289 
2008–09 78 103 24 155 360 6576 
Total  284 261 87 337 969 18 482 
Notes:  
* 2006–07 data from September to June 

The classes are conducted in a broad range of languages and interpreters are used 
when required.  Analysis reveals that attendance is equally split between male and 
female participants.   

The KPIs and intent 
The KPIs closely follow the seven Outputs of the services required under the contract 
and allow DIAC to monitor the quality of the services being delivered through a 
rigorous reporting regime that includes several specified templates.  The key aspects 
of the contract KPIs and performance measures are detailed in Table 3.2.  The full 
KPIs are tangible and specific and readily allow for monitoring and comparison of data 
and trends over time.  They also allow for a clear assessment of whether the KPI has 
been met, or not.   
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Table 3.2 AUSCO contract service requirements and KPIs 
Service Output Performance Measures 
1. Liaise with DIAC staff in Australian overseas 

missions  
Intent is to ensure timely referral of eligible clients, good 
working relations with regular communication and classes 
are scheduled at appropriate times. 

- class lists available to service provider before AUSCO 
classes are conducted and before the client’s departure 

- 90% of invited clients attend all course sessions which 
will be recorded in Class Attendance report 

- feedback from DIAC staff in overseas missions 
2. Class facilities requirements  
Intent is to ensure provision of: 
- appropriate venue and safe learning environment 
- provision of childcare to encourage parents to attend 
- provision of culturally-appropriate meals and 

refreshments to all clients to encourage concentration 
and participation. 

- Monthly Narrative reports 
- client complaints based upon client feedback as 

reported in Monthly Narrative Reports 
- findings from random evaluations/site visits by DIAC 

staff 

3. Class and delivery specifications  
Service Provider must ensure that classes meet the 
programme’s objectives and are: 
- scheduled at appropriate times of day (client safety) 
- delivered to no more than 25 (now 30) clients  

reasonable length days with breaks 
- in preferred language or through interpreters 
- Australians are encouraged to attend classes and/or 

teacher-training sessions to act as resource persons. 

- Class Attendance reports 
- 90% scheduled clients to attend all sessions of the 

programme 
- 90% classes not to have more than 25 (now 30) clients 
- 90% classes to be conducted in the majority preferred 

language (or use interpreters) 
- Client complaints based upon client feedback in 

Monthly Narrative Reports 
- findings from random evaluations/site visits by DIAC 

staff 
4. Curriculum development and teaching resources  
Intent is to ensure all developed curricula are delivered 
and courses are based on approved materials, use DIAC 
approved resources, are tailored to the needs of each 
group and are modified as required.   
 
All clients who complete the programme must be provided 
with a Certificate of Completion. 

- Curriculum and student handbooks to be approved by 
DIAC National prior to commencement of programme 

- Monthly Narrative report (with photos of clients with 
certificates)  

 

5. Staff Development 
Intent is to ensure trainers are: 
5a) vetted, qualified and given ongoing training and  
5b) given adequate time to prepare for classes; 
5c) subject to ongoing monitoring and performance 

reviews; and 
5d) where possible, have demonstrated knowledge of 

Australian society and culture as well as the 
settlement process. 

- Monthly narrative report 
 

6. Financial obligations  
Intent is to ensure: 
6a) all AUSCO clients are either reimbursed for transport 

to classes or provided transport. 
6b) adequate insurance coverage for all contracted staff 

and clients and all property and vehicles used.   

- Class Attendance reports 
- Monthly invoices 
- Certificate of insurance to be provided on signing the 

panel contract 

7. Reporting requirements  
Ensure timely and quality reports including: 
7a) monthly class attendance reports  
7b) monthly statistical summary for each region   
7c) monthly invoices to DIAC National Office and 
7d) monthly narrative reports that include surveys of 

class knowledge before course commencement. 

- 90% class attendance, monthly statistical summary, 
invoices and monthly narrative reports to be provided to 
contract manager by the 20th day of the following 
month. 

The evaluation team concluded that the KPIs are comprehensive and allow for a 
detailed performance assessment against the contract outputs.  The KPIs are tangible, 
so that the level of performance is clear to both the department and the contractor, 
who should also be able to monitor their own performance.   
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Monitoring of performance 
The overall assessment of performance is based on analysis of the: 

- class attendance sheets 
- monthly narrative reports 
- quarterly and annual AUSCO contract reports 
- reports of the Global Coordinator visits 
- Issues Register 
- Complaints Register 
- IHSS Exit Interview responses to the AUSCO questions 
- overseas post evaluation visits 
- ad hoc feedback from stakeholders, and 
- feedback from IHSS service providers and DIAC STO settlement staff. 

In addition to this, feedback on AUSCO is attained through surveys or research into 
humanitarian entrant settlement experiences.  The AUSCO program was subject to an 
Internal Audit in 2005 and was also reviewed by RCOA in June 2004.   

The evaluation team reviewed the range of reports received on the performance of the 
program and found them to be comprehensive and clear.  Cumulatively they provide a 
considerable body of data on the operation and delivery of AUSCO.   

Conclusion  
The evaluation team concluded that AUSCO is a well reviewed program that is subject 
to a range of formal, informal, ongoing and ad hoc reviews that serve to provide the 
program and contract managers with a comprehensive assessment of performance.   

Extent to which the KPIs are currently met 
At the conclusion of each program and contract year a comprehensive report on 
performance is prepared for the Assistant Secretary, Humanitarian Branch.  Any 
performance issues identified during the contract year are discussed directly with IOM 
and are addressed as soon as possible.  Where it becomes necessary, the KPI is 
reviewed for fairness and reasonableness and a change negotiated if deemed 
required. 

Outcomes by contract year 
Over the course of the contract IOM has largely met the reporting KPIs.  Initial 
problems were experienced with the reporting requirements and DIAC and IOM have 
worked together to steadily improve the quality and timeliness of the reports.  Some 
issues were encountered in establishing the best form of Indemnity Insurance, but this 
was also resolved.   

Table 3.3 Contract KPI Outcomes by Contract year  
KPI 2006–07 2007–08 2008–09 

1. Liaison with Australian overseas 
missions 

KPIs were met.   KPIs were met.   KPIs were met.   

2. Class facilities requirements KPIs were met.   KPIs were met.   KPIs were met.   
3. Class and delivery specifications KPI 3(b) not met.  All 

regions had held classes 
> 25 people.   
Other KPIs met.   

KPIs were met.   KPIs were met.   

4. Curriculum development and 
teaching resources 

KPIs were met.   KPIs were met.   KPIs were met.   

5. Staff development KPIs were met.   KPIs were met.   KPIs were met.   
6. Financial obligations KPIs were met.   KPIs were met.   KPIs were met.   
7. Reporting requirements KPI 7(c) not met.  Issues 

with monthly report 
formatting and timeliness 
of invoices.   
Other KPIs were met.   

KPIs were met.   KPIs were met.   
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The evaluation team found that the annual performance report was supported by a 
detailed analysis of the monitoring undertaken and the contractor performance against 
each of the KPIs as well as a narrative report in relation to any relevant contextual 
influences.  The performance of each region was monitored and compiled into an 
overall assessment.  Where a decision was taken to alter the KPI this was clearly 
articulated and the reasons explained.   

By way of example, after the contractor failed to meet KPI 3(b) in relation to class size 
in 06/07 it was reported that: ‘Following a review of the contract performance over the past 
year, and taking into consideration the broader logistics issues in a number of countries as well 
as the rising costs and trends, it was agreed to increase the acceptable class size from 25 to no 
more than 30 participants’.3  The contractor subsequently met this KPI in the 07/08 and 
08/09 contract years.   

The reports show that in relation to KPI 7(c), the quality and timing of reports and 
invoices, DIAC was able to provide detailed feedback to IOM showing when and where 
the requirements had not been met.  At least three meetings appear to have been held 
and training was provided by DIAC to assist the contractor to meet the quality standard 
required.   

The evaluation team noted that the contract KPIs were being met to a large degree 
and that any issues were being identified promptly and efforts expended to resolve 
them.   

IOM Management commented in the evaluation interview that there had been 
excellent engagement from DIAC, which was appreciated and was a different 
experience from the approach adopted by other donor countries to whom they provide 
orientation services.   

Funding 
The Contract and the Contract Management Plan specify that the prices are to be 
inclusive of all things necessary and incidental to the conduct of the services to the 
required standard, including consumables, and further provide that prices were to be 
fixed for the first 12 months and could then be varied through mutual agreement and in 
accordance with a price variation formula.  No price variations were sought during the 
term of the three-year contract and the contract was implemented in accordance with 
the budget.  Actual expenditure from September 2006 to June 2009 was A$4 390 836.   

A budget of US$1.28 million has been negotiated with IOM for the 12 month extension 
to the contract and the Deed of Variation formalising this was signed in July 2009. 

The parties agreed that the funding arrangements have worked well and there is no 
reason to seek changes in the methodology.   

Conclusion regarding meeting of KPIs 
The evaluation team took into account the depth and range of contract monitoring, the 
annual reports on contractor performance and the feedback from IOM management 
and concluded that a fair but firm approach appears to have been applied.  This has 
facilitated good outcomes under the contract and has led to the development and 
maintenance of good will between the parties.   

Effectiveness of the current KPIs 
The evaluation team next considered the effectiveness of the KPIs in measuring what 
needed to be measured as well as their usefulness in providing a comprehensive, 
timely, specific, transparent and accountable regime against which performance could 
be monitored and reported.   

                                                 
3 Extract from AUSCO Contract – 2007-08 Annual Report to the Assistant Secretary, Humanitarian 
Branch, dated December 2008.   
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Evaluation feedback on the KPIs 
IOM Management was asked for their views on the effectiveness of the current KPIs.  
Generally, IOM consider the current KPIs to be effective.  There were only three facets 
of the KPIs that warranted discussion and these related to: 

- uptake and participation rates 
- scope for measuring client satisfaction with the quality of the courses, and 
- scope for measuring changes in client competency.   

Course uptake  
In relation to course uptake, IOM noted that the KPI 1 target of ‘90% of invited clients 
attend all course sessions’ could be hard to sustain given the lower level of uptake by 
202 visa clients.  The view was expressed that a target of 80–85% might be more 
realistic as these clients seem to be prepared to rely on their proposer to give them the 
orientation they require and they are often subject to tight travel timeframes.  The 
number of clients who attended AUSCO by visa subclass over the life of the current 
contract is shown in Table 3.4. 

Table 3.4 AUSCO attendance by visa subclass 2006–07 to 2008–09 
Visa subclass 2006–07 2007–08 2008–09 Total Per cent  
200  Refugee 2948 2762 3696 9406  50.9% 
201  In Country SHP 0 264 0 264 1.42% 
202  Global SHP 3007 1951 2354 7312 39.56% 
203  Emergency  0 2 0 2 0.01%  
204 Woman at Risk 662 310 526 1498 8.11% 
Total  6617 5289 6576 18 482 100% 

The evaluation team noted that the AUSCO Annual Report for 07/08 identified a drop 
in uptake over the year and further identifies ‘at least an indicative figure of some 3500 
grantees who were eligible but did not attend AUSCO’.  Humanitarian Branch indicated 
an intention to further analyse this trend to see if participation rates could be 
maximised.  Of potential relevance is the question posed by IOM whether there was 
scope for overseas posts, IOM and IHSS providers to work more closely together 
regarding departure windows and class sizes.  The number of attendees rose again in 
08/09 to 6576.   

The evaluation team conducted a range of analyses to endeavour to determine the 
extent of clients that were not attending AUSCO and to thus ascertain whether 
extending additional efforts to maximise course attendance were warranted.  A 
comparison was made between attendance by visa subclass and the time taken to 
travel after visa grant to determine the practicability of clients being able to be invited 
to AUSCO classes.  Once those outside of the age ranges and onshore visa grants 
had been excluded, the evaluation team concluded that the program was achieving a 
steady attendance in the vicinity of 70% of potential clients.  The analysis further 
showed that some 17% of clients travel within one month – and two-thirds of the 
‘speedy’ travellers are 202 subclass holders.   

The net conclusion reached was that some 12% to 15% of eligible clients were 
possibly missing the opportunity to attend classes.  While this is a very good outcome 
for a voluntary program, given the clear and significant benefits that attendance 
appears to offer clients, the evaluation team concluded it would be worthwhile trying to 
maximise the program reach.  Some options for extending the program reach are 
discussed.  The data relating to this analysis is summarised in Table 3.5. 
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Table 3.5 Months between visa grant and arrival in Australia by visa subclass, 
2006–09  
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Referral procedures at overseas posts 
The evaluation questionnaire sent to overseas posts requested post feedback 
regarding at what point in the processing clients were referred to IOM for AUSCO and 
under what circumstances they would not refer a client for AUSCO.  The responses 
reflected some variation at posts with most 200s and 204s being referred shortly after 
visa grant and 202s not always being referred.  Some posts refer within a week and 
others send a monthly list.  The reasons cited by posts for not referring clients to IOM 
for AUSCO covered: 

- 202s make their own arrangements 
- tight entry expiry dates 
- urban cases and insufficient numbers for a class 
- split family cases 
- urgent travel cases, and 
- in-country cases for reasons of privacy and security. 

Posts views were sought on what impact referral to IOM after interview and before visa 
grant would have on participation rates.  While posts agreed that this might marginally 
increase participation rates, posts did not support this concept as they felt it would 
raise client expectations and there would be resources required to deal with those that 
attended AUSCO but subsequently were not granted a visa.  One post said it would 
not be logical to bring clients out of the camps until they were ready to travel.   

Conclusion re course uptake  
The evaluation team considers that additional data should be collected as part of the 
context for the KPI relating to the percentage of clients invited to attend AUSCO.  
DIAC should be in a position to know how many humanitarian visas were granted over 
a reporting period and how many of these were not referred to IOM and why not.  This 
data would provide a more accurate expectation of the pool of clients likely to be 
available for classes, and would facilitate consideration of options to extend the 
program reach.   

The most efficient way to facilitate this reporting would be for posts to refer all clients to 
IOM within a strictly specified timeframe of visa grant, regardless of the issues outlined 
above, and to allow IOM to record which clients were not invited and why not.  This 
approach would allow IOM some flexibility in determining whether they were able to 
provide a class despite tight timeframes and could potentially yield an increase in 
participation rates.   
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Recommendation Two 
With a view to facilitating accurate reporting of program reach and maximising course 
uptake, it is recommended that posts be directed to refer all humanitarian clients 
granted a visa to the AUSCO service provider within one week of visa grant.   

Recommendation Three 
It is recommended that KPI 7 (a) be changed to require the AUSCO service provider to 
report on the number of visa grant notifications received, the number of clients invited 
to a class and the number of clients not invited, and the reasons why they were not 
invited.   

Another option discussed as a way of increasing the reach of information provision, 
particularly to visa subclass 202 holders, was the possibility of providing the Student 
Handbook to those humanitarian entrants who were unable to attend a class.  As 
suggested by IOM at interview, if this approach were adopted the contract and KPIs 
might need to be amended to specify the need to provide the Handbook and to also 
report on numbers of clients who had just received the Handbook and those who had 
attended the full program.  It was agreed that the full five day classroom attendance 
remains the preferred option wherever possible.   

The evaluation team considered there would also be benefit in Humanitarian Branch 
holding a round-table discussion with IOM, posts and CSM Division to ascertain 
whether there are any other practical measures that could be implemented to optimise 
potential attendance rates.  The overall AUSCO participation rate is in the vicinity of 
60–70% of eligible clients, which is a good outcome for a voluntary program.  Given 
the apparent benefits of the program and the effective foundation it provides for 
onshore services and settlement, as well as the lesser onshore services provided to 
subclass 202 holders, the evaluation team considers that opportunities to further 
increase participation should be explored.  This is addressed in further detail in the 
segment relating to administrative support arrangements.   

Client satisfaction index  
The potential to measure client satisfaction as part of the program KPIs has been 
considered by Humanitarian Branch and IOM previously.  IOM Management 
commented in their interview that while the course evaluations conducted at the 
conclusion of classes and the complaints mechanisms do yield feedback on the course 
venues, the refreshments and some comments regarding the content, they do not tend 
to yield data on the overall quality of the course or the teacher’s delivery.  IOM felt that 
in order to obtain unbiased results this would be better followed up onshore.   

If data were requested onshore the quality of client responses would then be offset by 
the lapse in time and potential confusion with other information and advice received.  
The concepts of ‘satisfaction’ and giving feedback are unfamiliar to many client groups 
and any data would need to be interpreted very carefully.  To be meaningful as a form 
of feedback, the data would also need to be collected in relation to various 
components of the AUSCO program rather than an overall satisfaction index – the 
AMEP Client Satisfaction Surveys conducted in 2000 and 2006 provide a good model 
for this approach.   

Conclusion regarding measurement of client satisfaction  
Overall, IOM and the evaluation team concluded that it would be difficult to incorporate 
such a measurement into the contract KPIs.  In the absence of a client satisfaction 
measure it would seem that the most practical approach is to continue to receive 
comprehensive feedback from clients as part of the three yearly contract evaluations, 
as well as taking any opportunities for feedback provided by other related reviews or 
research.   
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Client competency  
As part of the discussion relating to the effectiveness of the current KPIs IOM 
management raised the question of measuring client competence.  This has been 
considered previously and was recommended in the Ernst and Young Internal Audit 
conducted in 2005.  The measurement of client competence would be a step towards 
directly measuring the achievement of the program goals.  As they stand, the KPIs 
measure the services and program delivery specifications that are taken to achieve the 
program goals if they are delivered effectively.   

While it is apparent from the trainers’ observations that clients’ level of knowledge and 
confidence about their resettlement both increase during the course, it was 
acknowledged that it would be very difficult to develop a consistent and objective 
system for measuring the degree of change.  IOM further considered that the program 
objectives e) and f) of encouraging self-sufficiency and cultural adaptation were harder 
to meet within the five days allowed for the course, and any changes in competency 
would also be very difficult to measure.  The short time frame of the course adds to the 
challenge of detecting discernible change.  The evaluation team also noted that course 
attendance is voluntary and was concerned that efforts to measure changes in 
competency could be interpreted by clients as a test and could potentially serve to 
undermine their freshly gathered self-confidence.   

Conclusion regarding measurement of client competence  
On balance, the evaluation team considered that it would be difficult to effectively and 
objectively measure changes in client competency.  The evaluation team was also not 
convinced that this would significantly add value given the length of the program and 
the extent of other monitoring and performance feedback.  If the department were to 
decide to introduce more formal and structured onshore orientation that reinforces and 
extends the work begun under AUSCO, the questions of client satisfaction and 
competencies could be revisited because the extension of content delivered over time 
could provide better opportunity to gauge changes in client knowledge, attitudes and 
competency in relation to managing their settlement.   

Conclusion on effectiveness of KPIs 
Overall, the evaluation team concluded that the current KPIs for the AUSCO program 
are mostly appropriate and are effective in measuring the performance of the 
contractor against the program deliverables.  While a more direct measurement of 
achievement against the program goals might be desirable, it would be too complex 
and difficult to obtain objective data, especially over the short timeframe of the AUSCO 
course.   

The team found scope to obtain more data in relation to client uptake and has 
recommended a change in the post referral procedures and the associated KPI.  The 
KPI change will need to be supported by further administrative changes as discussed 
below.   

Effectiveness of current administrative support 
It is important that any program and third party contract arrangement is underpinned 
by well aligned, effective and engaged administrative support as through these 
supporting arrangements good will is garnered and a high standard of performance is 
facilitated.   

Roles and responsibilities for program support 
The Contract Management Plan specifies the roles and responsibilities for the AUSCO 
program.  These are reflected in table 3.6. 
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Table 3.6 AUSCO program specified roles and responsibilities 
Who Role and responsibilities 
DIAC Canberra  Role: Financier and contract manager 

Provide regular guidance to IOM 
Provide necessary funding in a  timely manner 
Assess and notify IOM of reporting requirements and any changes to AUSCO program 

DIAC Overseas Posts Role: Facilitator 
Ensure timely and regular referral of humanitarian clients to IOM 
Make themselves available in support of local AUSCO 

IOM Role: Implementer 
Provide general and administrative logistical support 
Implement, manage and coordinate AUSCO 
Deliver AUSCO where required by DIAC 

The evaluation team sought feedback from IOM and Humanitarian Branch regarding 
whether there were any changes necessary to the program support arrangements.  
Both parties agreed that the current arrangements had served the contract well.  The 
IOM position of Global Coordinator was moved from Cairo to Bangkok in mid 2007 to 
better reflect the locations of the AUSCO client caseload.   

Timeliness of information flows 
In the context of the course uptake analysis referred to above, as well as the efficiency 
and effectiveness of the administrative support, the evaluation team considered the 
flow of information between: overseas posts, IOM and the Central Referral Unit in 
NatO, the STO settlement areas and the IHSS providers.   

The evaluation team received a number of practical suggestions regarding how 
AUSCO related information could be better passed between the DIAC sections and 
agencies involved in RSHP resettlement.  The current deficiencies in information flow 
reported included: 

- IHSS providers do not know which humanitarian clients have attended AUSCO 
- IOM does not know the settlement destination of clients until after the IHSS 

provider has accepted the referral and has provided the travel window to the 
overseas posts, and  

- IOM can not optimally schedule classes without knowing the travel window. 

The key linking tool for data relating to humanitarian entrants is the Humanitarian 
Entrants Management System (HEMS).  HEMS is used to coordinate the destination, 
medical, travel and other settlement information needs in the resettlement process.  
The current and proposed flow of information through HEMS is depicted in chart 3.1.  
The additional steps suggested are in blue text.   
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Chart 3.1 Proposed flow of information for humanitarian entrant visa 
processing4 

 

Conclusion regarding information flows 
The evaluation team concluded that granting IOM access to HEMS would alleviate a 
number of issues.  The benefits of access would be: 

- longer lead-times for IOM to schedule classes (maximising participation)  
- IOM would be able to view the client destination as soon as it has been entered 

by the CRU and could provide clients with any state specific information 
available together with other AUSCO materials supplied such as the handbook 
and DVD (better off- and onshore linkages)  

- the opportunity to, where practicable, schedule state specific classes or groups, 
and 

- earlier knowledge of client visa subclasses by IOM (to maximise 202 participation 
and tailoring of course content). 

The evaluation team recognised that granting IOM access to HEMS could pose 
significant technical and cost related issues to all stakeholders, including CSM Division 
and IOM.  It will be important for all stakeholders to come together to examine the 
practicalities of providing such access.  The evaluation team recommends that all 
possible options be explored for improving the timeliness of the delivery of relevant 
client information to IOM.   

Recommendation Four 
It is recommended that Humanitarian Branch in consultation with the Citizenship, 
Settlement & Multicultural Affairs Division and the AUSCO service provider examine 
options that will ensure the timely delivery by DIAC to the AUSCO service provider of 
client destination and visa subclass data.   

                                                 
4 Chart adapted from a diagram provided by IHSS Section as part of HEMS training course materials. 
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The evaluation team notes that the implementation of recommendation three and 
possibly of recommendation four will have an impact on the forward contract tender.  
The requirements for increased reporting on invitation to attend AUSCO and who was 
not invited and why as well as the requirements to extract and record data in HEMS 
and to deliver destination specific information will need to be clearly articulated in the 
Statement of Requirements (SOR) and will have an impact on IOM resources.   

Location of contract management role 
In the context of the evaluation findings in relation to the scope for better linkages 
between the AUSCO program and onshore settlement services (discussed in Chapters 
4 and 5), the evaluation team considered the administrative effectiveness of the 
location of the AUSCO contract management role in Humanitarian Branch.  Initially the 
program was jointly managed by Settlement and Humanitarian Branches, with 
operational responsibility for liaison with posts and IOM, payment of invoices, auditing 
of classes and the preparation of statistical reports residing with Humanitarian Branch.  
The responsibility for the oversight of the course content and the development of 
trainer service standards initially rested with CSM Division.   

The Internal Audit by Ernst and Young in 2005 recommended the review of the 
program function being split across two divisions as this had led to a number of 
operational difficulties.  The auditors favoured the location of the program in CSM 
Division, considering appropriateness of the course content to be the priority.  The two 
divisions held consultations and in early 2006 the program was allocated fully to 
Humanitarian Branch.  The logic was based on the offshore presentation of the 
program and the inherent difficulties in a business area that is not directly related to 
managing the daily and operational requirements.  It was considered that less 
immediate and ongoing course content development could be managed in either 
location, as long as it was underpinned by effective feedback from settlement 
agencies.   

While this evaluation has found scope for improvement in the feedback loops between 
the offshore and onshore settlement services, the evaluation team does not consider 
that changing the location of the function to CSM Division would necessarily remedy 
the issues that have been identified in this report.  The evaluation team also noted the 
excellent working relationships that have been established between the contract 
management team and IOM, the degree of achievement of program objectives and 
high performance of the contractor in relation to the KPIs and take these to be an 
indication that the current administrative and management arrangements between 
DIAC and IOM are effective.  The evaluation team acknowledges that issues have 
been identified regarding the effectiveness of the linkages between the offshore 
orientation and onshore initial settlement services, but considers that there are several 
practical measures that could be adopted to address these.   

Conclusion regarding location of contract management role 
The evaluation team considered the advantages and disadvantages of the location of 
the management of AUSCO in Humanitarian Branch and concluded that the 
advantages were working in the favour of the program and that the disadvantages of 
the separation from the onshore settlement programs could be overcome.  A number 
of recommendations are made in this report with this aim in mind, including the 
refreshing of the information and feedback loops between AUSCO and the onshore 
stakeholders as well as the development of a more formal continuous improvement 
mechanism.    
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Conclusion regarding effectiveness of administrative support  
The evaluation team concluded that, in the main, the administrative support 
arrangements were currently serving the program well and were facilitating a high 
standard of contract performance and program outcomes.  While the extent of program 
‘reach’ is already good, the evaluation found some scope for improving the information 
flows between the parties involved that might facilitate a further increase in client 
participation rates as well as enabling better links and information provision relating to 
client settlement location.  Three recommendations have been made aimed at 
improving the information flows and extending client reach.   

Quality assurance and continuous improvement  
In addition to the administrative support arrangements, the evaluation team also 
explored whether the QA mechanisms were supporting continuous improvement to 
ensure the program sustains the required quality of delivery as well as evolving to 
meet client needs.  The timeframe for this evaluation did not allow for an in-depth 
analysis of the QA measures and their compliance with the DIAC Quality Assurance 
Framework, so the evaluation team identified the framework and then considered the 
extent to which the current measures support continuous improvement.   

AUSCO continuous improvement mechanisms 
The evaluation team found that the AUSCO QA measures in place are embedded in 
the ongoing contract monitoring measures.  The suite of measures applied is outlined 
in table 3.7.   

Table 3.7 AUSCO quality assurance framework  
Business planning & 
design  

Risk identification & 
assessment 

Control framework Continuous improvement 

RHID business plans 
AUSCO Contract SOR 
Contract Management Plan 
Operational Guide 
AUSCO Teachers 
Philosophy  
 

AUSCO Risk Matrix 
IOM Risk Management 
Strategy  

Extensive KPI reporting 
Annual performance report  
Site visits (wide range) 
Teacher’s Kit 
Course curriculum  
Train the Trainer 
Conferences (annual)  
Issues register 
Complaints register 
Ad hoc feedback  

Contract evaluations 
Reviews and audits 
Feedback from IHSS exit 
interviews 
APCC  
AUSCO Resource Kit 
Specialist visits e.g. AYAD 
and VSA 
Items under control 
framework contribute to 
Continuous Improvement. 

The DIAC National Quality Assurance Framework proposes the use of Targeted 
Quality Assurance Processes (TQAP)  but also recognises that: ‘TQAPs might not be 
necessary if the identified risks associated with an area or process are low, their 
impact is insignificant and/or there are already multi-layer review processes built into 
the design of the process.’ 5 The evaluation team considered that AUSCO fits into this 
category, where the subsequent risks are manageable and the program does already 
have multi-layer review processes.   

The evaluation team further considers that it is important that any evaluation and 
review activities are effectively coordinated to: 

- minimise the risks of areas not being evaluated 
- avoid duplication of evaluation (unless follow-up is required) 
- maximise the synergy of evaluations so that any recommendations or scope for 

improvement can be leveraged off each other 
- facilitate overall reporting on the ‘health’ of the program and cumulative progress 

in refining the course content, manner of delivery and supporting resources, and  
- enable forward evaluation and review efforts to be focused where they are most 

needed. 

 

 
                                                 
5 DIAC National Quality Assurance Framework, Canberra, 2008, p.8.   
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The evaluation team reviewed and analysed the range of QA measures and concluded 
that there were four identifiable groups of feedback mechanisms being applied.  These 
are reflected in Table 3.8. 

Table 3.8 AUSCO monitoring and feedback mechanisms  
Contract monitoring   Structured feedback Ad hoc stakeholder 

feedback  
Other reviews   

Monthly class narratives 
Quarterly reports 
Extensive KPI reporting 
Annual performance report  
Overseas posts site visits  
IOM Global Coordinator 
visits  
Issues register 
Complaints register 

Feedback from IHSS exit 
interviews 
APCC  
AYAD program and  visits  
VSA program and visits 
Train the Trainer 
Conferences (annual) 

Overseas posts 
communication 
STO feedback or issues 
raised 
IHSS feedback (via STO) 
 
 

Contract evaluations 
Audits of AUSCO 
Settlement reviews 
Humanitarian program 
related reviews  
 

The evaluation team reviewed the format of each form of feedback as well as the 
frequency of reporting and how this fed into overall program continuous improvement.   

Ongoing contract monitoring  
As already indicated in this chapter, the AUSCO contract performance is subject to a 
range of ongoing monitoring that includes comprehensive KPI reporting and various 
forms of feedback from settlement related reviews.  The evaluation team found that the 
contract manager tracked feedback received on the program in the contract monitoring 
files and kept records of action taken in response to issues raised.  The annual 
performance report lists the range of performance assessments conducted during the 
year, including the various site visits.  These reports are focused on the performance 
of the contractor in relation to the KPIs but do sometimes make observations related to 
the content or delivery of AUSCO classes.  Reports are provided monthly and 
quarterly and are compiled into an annual report on the performance of the contract 
over the year. 

Structured feedback  
AUSCO has a suite of mechanisms for obtaining structured feedback on the operation 
and delivery of the program.  These are described below.   

AUSCO Program Consultative Committee (APCC) 

The APCC was convened in November 2006, with the intention of periodic meetings to 
support the contract for 2006–2009.  Membership of the group is voluntary and 
includes: 

- education and settlement specialists 
- refugee advocates 
- police 
- former RSHP clients 
- community leaders, and 
- settlement service providers. 

The APCC has some 10 members, and membership is refreshed according to member 
availability and the expertise required for particular APCC projects.  Members are 
reimbursed their costs for attending meetings but are not formally appointed to their 
positions and are not paid for their services.  The role of the group, as articulated in the 
letters of invitation to participate, is: 

‘…to enable collaboration between experts in the fields of education, pre-literacy and 
cross-cultural issues, and provide a forum to enable community groups to raise 
important issues about the effectiveness of AUSCO and the post-settlement 
experience of humanitarian entrants in Australia.’  

Members were invited to assist in the development and review of the Adult, Youth and 
Pre-literate curricula and to help formulate best practice strategies for teaching and 
learning in a cross-cultural context.  The APCC also provided guidance and oversight 
in the development of the updated Trainer’s Information Kit, the Student Handbook 
and the AUSCO Comic Book.  The AUSCO Risk Matrix was also developed under the 
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guidance of the APCC.  The Committee also had input into the development of the 
specialist visiting officer schemes, such as the AYADs and VSAs.  Membership of the 
APCC has been consistent over the duration of the contract, with only two new 
members being brought on board.  The committee meets every six months and papers 
are prepared in relation to the specific agenda items scheduled.   

A key question for the forward AUSCO contract is whether the APCC should be 
retained and, if so, how the group can best add value to the forward program.  
Possible tasks for a new committee have been cited as: 

- input into the evaluation of AUSCO and implementation of the recommendations 
arising 

- input into the tender process for the new contract 
- expansion of the IOM/RCOA Guest Trainer pilot project 
- future AYAD appointments, and 
- further course resource development. 

Another possible forward role proposed for the APCC is the identification of other 
forums and networks to identify AUSCO continuous improvement and feedback.   

Visiting specialists 

The AYAD program is administered by AusAID.  DIAC became a partner organisation 
in 2007.  Three AYADs have been deployed, with a further two envisaged.  At the 
conclusion of their placements AYADs provide a verbal de-briefing and a written 
report. 

The VSA program was also initiated in 2007.  A Memorandum of Understanding was 
negotiated and signed between IOM and RCOA which enables the recruitment of 
guest trainers each year to attend AUSCO courses and to provide training in their 
areas of expertise.  During 2008 and 2009 some eight VSAs have been recruited.  At 
the conclusion of their visits the VSAs provide both a verbal de-briefing and a written 
report to DIAC, RCOA and IOM.  Their views are supplemented by a written report 
from the senior IOM officer who accompanied them on their visits. 

Suggestions received from the visiting specialists are implemented on an ongoing 
basis, after discussion between DIAC and IOM.   

Train the Trainer Conferences 

The annual Train the Trainer Conferences have been held twice overseas and once in 
Australia and are attended by the IOM trainers and staff from Humanitarian Branch.  
STO settlement managers and IHSS providers may attend some of the conference 
sessions.  Each year an agenda and specific papers are prepared.  New initiatives are 
discussed at the conferences.   

IHSS exit interviews 

When clients have completed their IHSS entitlements (usually around six months post 
arrival) an exit interview is conducted by the IHSS provider.  At this time clients are 
asked whether they attended AUSCO and whether they have any feedback.  The full 
set of responses is not routinely provided to Humanitarian Branch, but significant 
issues are from time-to-time referred to the AUSCO contract managers.   

Ad hoc and other feedback 
Throughout each contract/program year, a range of other feedback might be received 
from overseas posts, STO settlement areas, and other onshore stakeholders who 
interact with humanitarian clients and their support services.  Any reviews conducted 
into the settlement experiences of humanitarian entrants tend to provide comment on 
the operation of AUSCO.  The program is also subject to internal audits and contract 
evaluations.   
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Conclusion regarding ongoing continuous improvement mechanisms  
The evaluation team considered that AUSCO was a well reviewed program with 
several layers of monitoring and review that have led to quality outcomes and have 
contributed to ongoing improvement of the program.  The evaluation team further 
noted that each of these layers has their own focus and purpose and occur at different 
stages throughout the program and contract year and in varying reporting formats.   

Coordination of quality assurance and continuous improvement  
The effective coordination and reporting of multi-layered review activities provides a 
clearer framework of transparency and accountability and better enables efforts 
expended to be recognised.   

As noted above, the AUSCO program is supported by an array of review, feedback 
and improvement mechanisms and these have led to quality outcomes and apparent 
continuous evolution and improvement of the program.  The evaluation team noted 
that a number of these program improvements had been introduced over the past two 
years and that a coordinating framework to facilitate a strategic overview of the various 
feedback received does not appear to have been applied to support the innovations.   

By way of example, the Family Day was trialled as a way of addressing in greater 
depth the strains that resettlement places upon family relationships and for helping 
clients to prepare clients for the adjustments that might be required.  The issue was 
recognised as ‘significant’ in the AUSCO Risk Matrix developed by the APCC and was 
cited as continuing to be an issue by numerous onshore stakeholders consulted during 
this evaluation.  The evaluation team found it difficult to ascertain how the trials had 
been performed, the results of the analysis of the new segment and when and how a 
decision had been taken to formally include Family Day into the program as a standard 
component of the course content.  A presentation on the Family Day was made at the 
Train the Trainer Conference in October 2008 but the minutes do not reflect that this 
was intended to be the formal ‘release’ of the segment.  There did not appear to be 
formal instructions made to IOM about the priority of the segment and the need to 
include it wherever applicable.   

While it is clear that the Family Day is a necessary course component and, from 
feedback received during the focus groups, was enjoyed by the participants who had 
done it, there would be benefit in greater transparency regarding the methodology for 
testing and adopting such changes.  There also did not appear to be a formal 
mechanism by which follow-up could be conducted to ascertain whether this 
innovation was effectively helping clients or whether further refinement was required. 

The absence of a clearly articulated and coordinated continuous improvement 
framework attracts the risks that: 

- work done might not be recognised  
- it is less clear where future efforts need to be directed 
- the roles and responsibilities of the respective parties in implementing 

enhancements might not be clear 
- improvements might be adopted inconsistently across regions, and   
- reporting on the benefits attained would be more difficult. 

During the interview conducted as part of this evaluation IOM Management 
commented that it would be timely for a review of the relative priorities of the course 
topics and content.  The evaluation team considers that a more formal framework of 
continuous improvement would facilitate an ongoing assessment to this effect.  The 
APCC and annual Train the Trainer conferences would be key tools in a formal 
framework. 
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The evaluation team notes that AUSCO has a formal contract management framework 
to assess the performance of the contract.  A complementary continuous improvement 
framework to assess the performance of the program would be beneficial and the two 
frameworks could be run simultaneously, maximising strategic coordination and 
reporting.  A proposed model is depicted in Chart 3.2.  

Chart 3.2 Proposed AUSCO continuous improvement framework 

 

Conclusion regarding coordination of continuous improvement  
The evaluation team concluded that AUSCO would benefit from the introduction of a 
formal continuous improvement framework whereby, on an annual basis, an 
opportunity was provided to reflect on the operation of the program at the holistic level.  
Such an approach would allow for adjustments in emphasis to be made to cater for 
changes in the client caseload and to take account of feedback received from onshore 
stakeholders regarding priorities and issues emerging.  The framework would 
complement the existing contract management framework.  Significantly, the combined 
frameworks would allow for optimum outcomes to be attained from the range of 
feedback mechanisms in place already, and would also provide a ‘point in time’ for 
close engagement with onshore stakeholders to refresh the information provided about 
AUSCO, its achievements and any changes being introduced.   

There are also potential efficiency gains as a well-managed and well-documented 
continual improvement framework could obviate the need for tri-annual major 
evaluations.   
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Recommendation Five 
To complement the existing contract management framework and to optimise the 
existing feedback mechanisms in place, it is recommended that Humanitarian Branch 
introduce a formal continuous improvement framework for AUSCO that will provide 
annual opportunity to reflect on the operation of the program at the holistic level.   

Conclusion regarding administrative support arrangements 
The evaluation team concluded that generally the contract and administrative support 
arrangements were working well, but some scope for improvement was noted in the 
system of referrals from posts, the flow of information between posts, IOM, the CRU 
and IHSS providers, and that a continuous improvement framework was required.  
Four recommendations have been made in this chapter to address these.   

Arrangements for the forward contract tender 
As part of the two-fold purpose of the evaluation, the evaluation team considered the 
findings and recommendations made in relation to the administrative support 
arrangements and considered the potential impact of these on the forward contract 
and tender process.   

The evaluation team notes that the implementation of recommendations two, three, 
four and five will have an impact on the forward contract tender.  The requirements for 
increased reporting on invitation to attend AUSCO and who was not invited and why 
as well as the requirements to extract and record data in HEMS and to deliver 
destination specific information, will need to be clearly articulated in the SOR and will 
have an impact on IOM resources.  The introduction of a formal continuous 
improvement framework might also require more specific analysis and reporting from 
IOM and might also lead to an annual refreshing of program priorities.   
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Chapter 4: Client and stakeholder feedback  
This chapter covers the comprehensive client and stakeholder feedback received on 
the program and discusses the implications for the forward course content and delivery 
of the program.  ` 

Client and stakeholder feedback is an important element of any rigorous evaluation, 
providing confirmation of any shared perspectives and serving to shed insights into 
aspects of the program that the program managers might be less aware of.  To this 
end, 360 degree feedback was sought as part of the AUSCO evaluation.   

The third term of reference for the evaluation was to obtain and analyse 
comprehensive client and key stakeholder feedback on their perceptions of the course 
content and program delivery methods, with a view to informing any required changes 
to the program content or delivery. 

The evaluation sought to answer the following questions: 
- To what extent do newly arrived clients believe that AUSCO assisted them to 

travel to and understand what to expect on arrival in Australia? 
- To what extent do the contents of the program meet the clients’ needs? 
- To what extent does the manner of delivery of the program meet the clients’ 

needs? 
- Are there any changes required to the delivery or the content of the program to 

better meet clients’ needs? 

Overview of fieldwork methodology and consultations 
Extent of consultation  
Prior to the commencement of the fieldwork a list of key stakeholders was identified 
and a suite of questionnaires was designed and tailored for each group.  A Literature 
Review proved valuable in helping to identify the full range of stakeholders and for 
informing the nature of the questions to be asked.  In particular, previous studies into 
the settlement experiences of humanitarian clients allowed for the adaptation of a 
focus group methodology suitable for clients whose English ability is limited and who 
hail from pre-literate backgrounds and cultures where the practice of the provision of 
feedback is unfamiliar.  Copies of the evaluation questionnaires are attached at 
Appendices D to I.   

The evaluation team travelled to seven states and territories to hold face-to-face 
discussions with clients and onshore stakeholders.  Teleconferences were held with 
DIAC Settlement staff and IHSS providers in the Northern Territory.  The face-to-face 
discussions were based on the pre-prepared questionnaire templates and any 
stakeholders who were unable to attend the meetings were invited to complete the 
questionnaire.   

Officers in the twelve overseas posts that process refugees were asked to complete a 
brief survey about the procedures at their post.  All the IOM trainers also completed a 
survey seeking their views on the content, delivery and outcomes of the courses they 
deliver.  A teleconference was conducted with IOM management based in Thailand, 
Nepal, the Philippines and Canberra to seek their views on the objectives and 
outcomes of the program and the effectiveness of the contract and associated 
administrative support.   

The evaluation team would like to thank the staff in DIAC state and territory offices and 
the IHSS providers for their invaluable assistance with the conduct of the fieldwork 
phase of the evaluation and, in particular, for arranging for AUSCO clients to attend 
the focus groups and for providing suitable venues, interpreters and catering.  A 
summary of the client and stakeholder consultations is detailed in table 4.1.   
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Table 4.1 Summary of client and stakeholder consultations  
Stakeholder Methodology Number consulted  
DIAC Settlement staff in STOs Face-to-face meetings  

Teleconference for NT 
8 groups 

IHSS provider staff  Face-to-face meetings  
Teleconference for NT 

18 groups 

Onshore stakeholders  Mainly face-to-face discussions 
Some survey returns 

14 groups 

AUSCO attendees (clients) Focus groups of between 6 to 14 
participants with questions and 
exercises 

26 focus groups 
305 participants in total 

DIAC staff in overseas posts6 Questionnaire 7 out of 12 posts responded 
IOM Trainers Questionnaire 24 responses 
IOM management  Teleconference 5 people  

Focus group methodology  
The focus group methodology was informed by previous studies into the settlement 
experiences of RSHP clients as well as the review of a number of texts on the use of 
focus groups.  These are listed in the Summary of the Literature Review, at Appendix 
C.  Participation in the focus groups was limited to clients who had undertaken AUSCO 
within the last 18 months or so to ensure that the classes they attended were delivered 
under the current contract and to make sure that the feedback received was relevant 
to the current course content and manner of delivery.   

A series of questions and exercises were designed to try to ensure consistency across 
the groups of clients from varied backgrounds as well as to encourage participation by 
clients unaccustomed to giving feedback and who may feel uncomfortable providing 
anything other than positive views.  A copy of the focus group script and questions is 
at Appendix D. 

Almost all of the focus groups were conducted with the assistance of an interpreter – 
these were either NAATI accredited, a bi-lingual worker from the IHSS provider or, in 
some cases, a respected person from the community group with suitable English 
proficiency.  Given the visual nature of the exercises, the interpreters were present in 
all cases except for one group in Wagga Wagga where an on-site interpreter was not 
available for that language and a TIS telephone interpreter was engaged.   

The focus groups tended to comprise clients from one ethnic background, but a 
number of mixed groups were conducted with two interpreters in attendance.  In 
accordance with better practice guidelines provided through the texts consulted in the 
Literature Review, a maximum of 14 participants was set for each group and a time of 
two hours was allowed.  Refreshments were provided at the conclusion of the focus 
group.  Participants were reimbursed A$20 each to cover the costs of their attendance 
and transport to the venues.  Childcare was also offered to the participants and in 
some groups the families brought their young children who either ‘helped’ with the 
exercises or enjoyed access to an AUSCO colouring-in book.   

Care was taken to structure the groups for good coverage across the AUSCO client 
groups and to include a mixture of ages, genders and settlement location.  Charts 4.1, 
4.2 and 4.3 show the focus group participants by ethnic group, state of residence and 
length of residence in Australia.   

 

                                                 
6 It needs to be noted that overseas posts were not asked their views regarding the effectiveness of the program because they do not 
see the clients after the courses or post arrival.  The questionnaire for the posts focused on the administrative and referral 
procedures that support the contract, and the findings in this regard were addressed in Chapter Two. 
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Chart 4.1 AUSCO client focus groups by ethnic group 

 
Chart 4.2 AUSCO client focus group participants by settlement location  
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Chart 4.3 AUSCO client focus groups by length of residence in Australia 

Number of clients 
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Given the complexity of conducting meaningful focus groups with such a diverse range 
of clients it is worth recording the methodology in detail for future evaluation reference.  
The clients were first asked a series of simple questions to encourage them to relax 
and to clarify their length of residence in Australia.  A series of 12 laminated cards 
symbolising the AUSCO course topics in text and diagrammatic formats was pinned up 
on whiteboards and clients were next asked to use a marker pen to indicate which 
topics they had studied in their AUSCO course.  Clients then used coloured sticker 
dots to indicate the level of importance they assigned to each topic and whether this 
was of high importance (green dot), medium importance (orange dot) or lower 
importance (red dot).   

The exercises served the valuable purpose of reminding clients about the details of 
their AUSCO course, getting them up and moving and engaged with the questions, as 
well as allowing them to express their views in a non-threatening way.  All clients 
appeared to enjoy the exercises, with one Burmese lady exclaiming, “I wish they would 
hurry up and get out of the way so I can use my stickers.” This segment of the focus 
groups concluded with questions about whether clients would change any aspects of 
the course content. 

The focus was then shifted from the course content to the manner of delivery or 
teaching styles used.  A second set of laminated cards was used to depict the five 
teaching styles.  Participants indicated which course topics they had enjoyed by ticking 
the 12 topic cards only if they enjoyed that topic, and then by ticking which of the five 
teaching styles suited them.  Clients were then asked whether they would recommend 
any changes to the course delivery styles. 

The exercises were followed by a series of questions in relation to the AUSCO 
Handbook and whether they had kept and still refer to their copy.  The focus groups 
concluded with questions seeking clients’ views on the balance of information that 
should be taught offshore versus onshore and what information, if any, would be better 
taught onshore.  Throughout the focus groups emphasis was placed on the fact that 
the questions were not designed to be critical of the IOM teachers but were aimed at 
further improving the AUSCO program for the benefit of future arrivals.   
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Quality of focus group data  
Generally, the focus group methodology appeared to work well in that the 305 clients 
were engaged, all participated and the resultant data captured from the 26 focus 
groups was able to be recorded and analysed efficiently and effectively.  The 
evaluation team considers that the quality of the data obtained is robust enough for the 
relatively high level of trend analysis required to answer the evaluation criteria 
questions.   

Nonetheless, a few difficulties were encountered in some focus groups where clients 
appeared to comprehend the exercise instruction but the responses obtained did not 
tally with the number of participants in that group, or the number of people who had 
ticked that they had studied that AUSCO topic.  Some participants were less familiar 
with the concept of whether they had enjoyed that topic – which was explained as 
whether they had found that topic ‘interesting and fun’ at the time.   

There were also occasions where trend variations were observed and the logic was 
not apparent to the observer team.  For example, one group rated the topic Travel to 
Australia as being of low importance when they were from a rural background and 
were unlikely to have experienced air travel.  The observers wondered whether this 
was because the travel was perceived to be ‘over and done with’, whereas the other 
topics were of ongoing importance.  For these reasons the evaluation team advises 
that caution should be exercised in ‘drilling down’ into the data for the purposes of finer 
level trend analysis, such as by ethnic group.  The focus group data should be 
analysed at the overall group or total participant level – individual responses or 
breakdown by gender, for example, are not possible.  Where any particular cautions 
are necessary in the interpretation of the findings or graphs these are indicated.   

Methodology for onshore stakeholder feedback 
The evaluation team interviewed a range of onshore stakeholders, some individually 
and some in a group.  Those consulted included: 

- DIAC settlement staff and case workers  
- IHSS provider staff such as case workers, volunteer coordinators and trauma 

counsellors   
- Australian Youth Ambassadors for Development (AYAD) x 2  
- Victorian Police Multicultural Affairs Unit   
- NSW Fire Brigade 
- Settlement Grant Program recipients 
- RCOA  
- Visiting Settlement Advisors x 5  
- Former IOM AUSCO Global Coordinator 
- Centrelink Multicultural Services Branch  
- University of Tasmania – Tasmania Talking Project  
- torture and trauma counsellors 
- AUSCO Program Consultative Committee members x 4, and 
- Refugee Resettlement Advisory Council members x 3. 

As part of the questionnaire templates that were designed to capture consistent 
feedback, and quantitative feedback where possible, the onshore stakeholders were 
asked to assess, on a rating scale of 1 to 4, how well AUSCO prepared clients for 
settlement.  A copy of the questionnaires for DIAC staff, IHSS providers and other 
onshore stakeholders are attached at Appendices E, F and G.  A copy of the rating 
scale with accompanying descriptors is attached at Appendix H.   

The evaluation team discovered that 50% of the onshore stakeholders were unable to 
apply the rating scale.  The evaluation team attributed this to a combination of the 
general lower level of awareness of the content of the AUSCO program (discussed in 
Chapter 2) as well as the inherent difficulty in distinguishing between information 
clients might have received under AUSCO and advice received from others in the 
camps or contacts already settled in Australia.   
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Methodology for obtaining IOM feedback  
The evaluation team sought feedback from IOM management by way of a 
teleconference.  Feedback was received from the IOM trainers by way of a 
questionnaire to be completed and returned electronically.  Questionnaire responses 
were received from all the current IOM trainers.  The IOM trainer questionnaire is 
attached at Appendix I.  The profile of the trainers is depicted in Table 4.2. 

Table 4.2 Profile of responding IOM trainers’ experience  
Region Time as a trainer Number of courses delivered 
Africa 5 (20.8%) < 12 months 4 (16%) 1 – 5  2 (8.3%) 
Middle East 7 (29.2%)  1 – 3 years  9 (37.5%) 6 – 10  2 (8.3%) 
SE Asia 6 (25%) 3 – 5 years 8 (33%) 11 – 20 2 (8.3%) 
Asia  6 (25%)  > 5 years  3 (12.5%) > 20  18 (75%) 

Methodology for obtaining feedback from overseas posts 
Officers in the twelve overseas posts that process refugees were asked to complete a 
brief survey about the procedures at their post and to return this electronically.  Seven 
of the twelve posts responded within the fieldwork timeframe, which coincided with the 
end of program year and a busy time at posts.  A copy of the questionnaire sent to 
posts is attached at Appendix J.   

Extent to which program assists clients  
The evaluation examined the extent to which the broad program, the course topics, the 
information within those topics and then the manner of delivery best met clients’ 
needs.  The first question the evaluation team sought to answer was the extent to 
which AUSCO prepared clients for travel and their journey to Australia as well as in 
relation to what to expect upon arrival.   

The AUSCO clients were not specifically asked to rate the overall extent or degree of 
assistance they believe they had received as the evaluation team considered that such 
a measurement would be too complex.  Other studies7 have noted the difficulty in 
persuading humanitarian entrants to apply ratings and the length of time some focus 
group participants had been in Australia could make it difficult for them to distinguish 
between the assistance they had received through AUSCO or their IHSS provider.  
The evaluation team thus relied on clients’ responses to the open questions to form 
opinions based on the frequency and extent to which similar comments were made.   

Client feedback 
The topic most relevant for preparing clients to physically travel to Australia is titled 
Travel to Australia.  This topic covers what to pack and wear, being on the aeroplane 
and basic travel phases.  In relation to this topic, clients reported very few issues and 
seemed to be well satisfied with this part of the program.  The most common issue 
cited was a lack of someone to meet them in transit, a matter which will be followed up 
directly with IOM under the provisions of the Deed of Agreement for Assisted Passage, 
Medical and Related Services for Australian Government Funded Refugees and 
Special Humanitarian Program Entrants.8  

The related topic Journey to Australia covers completing the passenger card, Customs 
and Immigration checks and prohibited items.  Some clients had encountered 
difficulties at Customs with prohibited items, but otherwise few issues were reported in 
relation to this topic. 

                                                 
7 The AMEP Client Satisfaction Surveys conducted in 2000 & 2006 found that some clients would 
choose the neutral scale rather than applying a rating. 
8 Note: There are airports where IOM do not have airside access and therefore cannot provide transit 
assistance, such as Dubai and Singapore.   
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In response to the open questions about what had surprised them upon initial arrival 
and whether Australia had been what they expected, while the majority of clients 
agreed that the reality matched what they had been told in their AUSCO course, a 
number of clients indicated that some aspects did not match what they were told.  The 
exceptions cited were: 

- the degree of difficulty experienced in obtaining housing 
- difficulty of securing employment 
- the wide range of cultures in Australia, and 
- a lack of sense of community as Australian neighbours seemed to be inside a lot 

and did not appear to visit each other. 

These issues led some clients to observe that they felt these elements of AUSCO had 
been overly positive and had represented more of a ‘tourists’ view’ than one suitable 
for people resettling.  These issues are addressed in more detail in the section relating 
to areas for increased emphasis in the course.   

At the conclusion of the focus group discussions most participants made comments 
about how helpful the AUSCO course was and some observed that it was better than 
other programs they had attended.  Many repeated their gratitude to the department 
for providing the course.  All clients indicated that the program should be continued for 
future arrivals.  Based on the extent of these positive comments, the evaluation team 
concluded that the clients valued the program and the assistance it had provided.  
Clients’ needs appear to have been largely met in relation to preparing them for travel 
and what to expect on their journey to Australia.   

Onshore stakeholder feedback 
In an effort to obtain quantitative data, the evaluation team initially set out to ask 
onshore stakeholders to rate the broad effectiveness of AUSCO in preparing 
humanitarian entrants for their settlement.  It was further hoped that onshore 
stakeholders would be able to assess the level of preparation by each course topic, 
based on their observations of what entrants seemed to know in relation to housing, 
health care, education and so forth.   

As flagged in the methodology section, the evaluation team found that many 
stakeholders were not in a position to confidently apply the rating scale.  Of those 
stakeholders who did attempt to apply the rating scale, 80% agreed that clients were 
either well or very well prepared.  Only 20% considered that clients were not well 
prepared.  The results from the stakeholders who did apply the scale are shown in 
Table 4.3. 

Table 4.3 Onshore stakeholder assessment of effectiveness of AUSCO 
Scale Description Number Percentage 

4 Very well prepared 1 5% 
3 Well prepared 7 35% 
2 Not well prepared 2 10% 
1 Unable to assess 10 50% 

Note: Table includes a mixture of individual views and group views (counted as one view).   

The evaluation team found that, whether they could apply the rating scale or not, the 
stakeholders had a number of ideas to put forward in relation to the material covered in 
AUSCO.  None suggested that the program was not worthwhile or that it was not 
achieving its intended objectives.  Many agreed that AUSCO was an effective ‘primer’ 
for the onshore settlement services.  A number of IHSS providers commented that 
they could tell which clients had participated in AUSCO simply by their on-arrival 
demeanour, level of confidence and by the questions that they asked.  Staff from one 
provider advised the evaluation team that they sometimes felt as if clients arrived with 
a ‘checklist’ for what they would receive and when.   

The evaluation team concluded that although many stakeholders lacked a detailed 
knowledge of the program, AUSCO was still widely supported and was considered by 
IHSS and other onshore stakeholders to be effective in preparing clients for their 
journey and for what to expect on arrival.   
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IOM trainer feedback 
In a similar manner to the onshore stakeholders, while the IOM trainers put forward a 
number of ideas to enhance AUSCO, all placed a high value on the effectiveness of 
the overall program.  A number commented that it was one of the best cultural 
orientation programs they had observed.  One described the impact of the program as: 
“AUSCO is a bridge and helping hand for humanitarian entrants to guide them through 
their transitions smoothly – some ideas and lessons learned would have seemed too far 
for them to relate to, but it is a good seed for them to grow in Australia.”   

Another described AUSCO as: “…an eye opener for would-be migrants that plays a major 
role in their settlement.”  

As referenced in Chapter 3, of the 24 trainers who responded, 23 stated that they 
observed a discernible increase in client confidence over the five days.  The IOM 
trainers cited the following further ways in which the course assists participants: 

- increased confidence and reduction in anxiety 
- greater sense of independence 
- mental and physical preparation for the challenges to come 
- cultural adaptation 
- becoming more open-minded and improvement in attitude 
- developing a sense of time 
- social skills 
- preparation for family adjustments 
- improved health and hygiene 
- developing problem-solving skills 
- understanding the value of learning English 
- developing a sense of self value, and 
- change in self-awareness – of their life, family relationships, environment and 

social dynamics. 

It was clear from the IOM trainer responses that they regarded the program as 
effective in its preparation of clients – in a range of tangible and less tangible ways.  
This assessment was supported by IOM Management, who added that in some 
aspects AUSCO is regarded to be better practice by other countries who conduct 
cultural orientation programs.   

Conclusion on the extent to which program assists clients  
The evaluation team took into account the consistently positive feedback obtained and 
the list of ways in which AUSCO helps clients and concluded that the clients and 
stakeholders valued AUSCO and regarded the program as effective in preparing 
humanitarian entrants for travel to Australia as well as informing them about what to 
expect on arrival.  While some ideas were put forward to enhance or refine the 
program no significant changes were proposed.  This finding is consistent with the key 
findings from the RCOA review undertaken in 2004, which also received mainly 
positive feedback with some scope for improvement in processes and course 
information.   

Extent to which the course topics meet client needs 
The evaluation team sought detailed feedback from clients and onshore stakeholders 
in relation to the broad course content as well as the information delivered in each of 
the AUSCO course topics.  In other words the team asked whether the course has the 
right topics and, subsequently, whether the right information was presented within 
these topics.  The team also sought views on the current settlement issues associated 
with these topics and whether AUSCO could be adjusted to better prepare or further 
assist clients to manage the respective challenges arising.   
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Client feedback  
As discussed in the segment on the focus group methodology, the clients were asked 
to indicate on laminated cards which topics they had studied and were then asked to 
indicate the perceived relative level of importance of each topic using coloured dots.  
One of the advantages of the chosen methodology was that the evaluation team was 
able to readily perceive from the array of coloured dots on the laminated cards the 
trends in topic importance being expressed by the various groups.  The evaluation 
team was careful to provide equal numbers of green, orange and red dots to each 
participant to convey the message that all colours were expected to be used.   

It quickly became apparent that the predominant colour chosen was green, indicating a 
perceived high importance for all topics.  The choice of a green rating ranged from 
91% for Settling In to 58% for Cultural Adjustment, with all topics bar one scoring 
above 60% and 7 topics scoring a green rating of greater than 70%.  The next most 
chosen colour was orange for ‘medium importance’; with red for ‘lower importance’ 
rarely chosen – the highest rating of red being 13%, for Preparing for Travel and for 
Cultural Adjustment.   

The evaluation team noted that the number of coloured dots applied did not always 
tally with the number of participants in the focus groups.  This might be due to the fact 
that some clients were reluctant to apply a rating, particularly a red or orange one, or it 
could be that in the course of a group of clients milling around the cards while they 
made their selection that some cards were simply overlooked.  The evaluation team 
encouraged everyone to participate and did not observe clients actively choosing not 
to apply their choices.   

The results for each topic by the three ratings of assigned level of importance are 
shown in Chart 4.4.   

The clients were asked whether there were any additional topics that they would 
propose or any topics that they would change.  Five (25%) of the focus groups 
suggested that some English language capability would be useful.  The other 
responses related to topics that are already covered and tended to be suggestions for 
specific details such as more on banking, prescription drugs, family sponsorship, 
unemployment and housing.   

Given that all topics were predominantly rated as of high importance, and the lack of 
suggestions for alternative topics, the evaluation team concluded that the course 
content covers the right topics from the clients’ perspective and thus the broad course 
content effectively meets their needs.   
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Chart 4.4 Client assigned level of importance per AUSCO topic  
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Note: The Family Day was not introduced until 2008 and these results are based on a lower 
sample of responses, where n= 45.   

IOM trainer feedback 
The trainers were also asked to rate the course topics according to perceived level of 
importance, using the same assessment scale as the clients of: high, medium or lower 
importance.  The results revealed some correlation with client views and some 
interesting differences of view. 

The IOM trainers rated the topics Preparing for Travel and the Journey to Australia as 
essential, with these topics scoring 100% high importance.  The next ranking topics of 
high importance were Housing at 91%, Education at 87% and Cultural Adjustment at 
87%.  Topics deemed to be of a medium importance included Australia – the Facts, 
with a 70% orange rating and Finding a Job with a 50% orange rating.   

The topics deemed to be of lower importance included Transport at 12% high 
importance and a 42% low importance rating, and Regional and Rural Australia with 
no ratings of high importance and 63% rating of lower importance.  A number of 
trainers indicated that they felt that Transport was better addressed after arrival when 
clients could be taken through the practicalities of the various modes of transport.  The 
trainer views on Regional and Rural Australia appear to be at variance with the client 
perspective, where it appeared clients wanted more information about their settlement 
location, especially if they were headed for a regional area.   

The results of the IOM trainer ratings are presented in Chart 4.5.  The contrast in the 
ratings of high importance between the client views and the IOM trainer views is 
presented in Chart 4.6.   
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Chart 4.5 IOM trainer assigned level of importance per AUSCO topic  

0

10

20

30

40

50

60

70

80

90

100

No of People %

Preparing fo r
travel

The journey
to Australia

Australia –
the facts 

Settling in Cultural
adjustment

Health care Education Finding a job M oney
management

Housing Transport Australian
law

Family Day 

Topic

IOM Trainer Views %

High Importance (Trainer)
Medium Importance (Trainer)
Lower Importance (Trainer)

 
Chart 4.6 Client and IOM trainer assigned level of importance per AUSCO topic  
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The AUSCO contract allows for flexibility in the delivery of topics to meet client needs.  
In relation to a question regarding how trainers determine which topics to deliver, the 
trainers responded that generally all of the topics are delivered but that the depth of 
coverage is varied.  Trainers base their coverage on clients’ articulated interests and 
needs as well as according to each group’s cultural and educational profile.   

In response to a question regarding which topics, if any, they do not deliver, 13 said 
there were no topics not delivered and five said that they could miss the Transport 
topic because this can be covered easily by the IHSS case worker and is better 
delivered after arrival in its practical context.  One trainer delivers the topics in 
chronological order and two said they could miss the Regional and Rural Australia 
topic.  This approach appears to be supported by the completion rate for each topic 
indicated by clients, whereby Transport, Finding a Job and Cultural Adjustment 
recorded marginally lower completion rates.  Family Day recorded the lowest 
completion rate, consistent with it being trialled at a number of posts as the latest 
addition to the course.9  

                                                 
9 The completion rates recorded in the focus groups need to be treated with some caution as responses relied on 
participants recognizing the topic content and remembering whether they had studied it.  Precise comparisons can not 
be made, but general trends can be noted.   



 

AUSCO Evaluation 2009 47 

Trainers were asked whether the course offered them sufficient variety to be able to 
effectively tailor the courses to client needs.  Of the 19 trainers that answered this 
question all responded that this was the case.   

In response to the question regarding whether there were any additional topics that 
should be included in the course, trainers responded: 

- English language woven into the topics  
- family roles and parenting 
- self-study activities 
- more on housing 
- more on initial settlement services 
- a short session on trauma and counselling 
- sponsoring relatives, and  
- stories from settled humanitarian entrants that show successes as well as how 

the challenges faced were overcome. 

The evaluation team noted that of the suggestions received from the trainers, the 
English language and settlement success stories would be additions whereas the 
other topics are already covered in some form.  The most frequent suggestion was for 
the inclusion of English language, which was suggested by 13 (or 54%) of the trainers.   

Onshore stakeholder feedback 
Onshore stakeholders were not specifically asked to rate the topics by level of 
importance, but were asked whether they had any suggestions for additional topics or 
would propose any changes to the AUSCO program.  In a similar manner to clients 
and trainers, the suggestions received from the onshore stakeholders were also mainly 
suggestions for additional details to be covered under the existing topics.  The 
exception to this was a call for the inclusion of English language instruction from a 
number of those consulted.    

Conclusion regarding course topics 
The evaluation team took into account the importance ratings for the topics from 
clients and trainers as well as the limited suggestions for additional or new topics and 
concluded that the broad course content is appropriate.  The exception to this is the 
proposal for the introduction of English.  The suggestions for refinement to the 
information content within the topics are addressed under the discussion regarding 
topic content.   

English language component 
The introduction of some English language instruction was proposed by clients, a 
number of onshore stakeholders and more than half of the IOM trainers.  IOM 
Management also supported the introduction of some English.  It was argued that 
basic English competence would further raise client confidence levels and reduce 
anxiety.  The inclusion of some tuition would also serve to reinforce the importance of 
learning English and of everyone attempting to acquire at least a minimum level of 
competency.  Concerns were expressed, particularly by onshore providers, that a 
number of clients rely on their children to interpret for them (it is acknowledged that 
this has been an issue for many years and is not confined to the current cohorts of 
entrants).   

The evaluation team, in conjunction with the ESC, considered the suggestion and 
determined that it was not one for adoption on the following grounds: 

- it would be difficult to find sufficient time to meaningfully address the acquisition 
of language capability 

- there are risks of unrealistically raising client expectations in their capacity to 
communicate after arrival which, when confronted by the reality of Australian 
speech, might serve to undermine client confidence rather than increasing it 
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- clients are given ample opportunity to acquire English capability under the AMEP 
and humanitarian clients have access to additional hours under the Special 
Preparatory Program (SPP) 

- there are risks of confusing clients associated with trying to initiate competency in 
a framework different to that adopted by the AMEP (which is a specialised 
curriculum taught by trained ESL teachers), and 

- language capability is best learned when the students are able to practise daily.   

The evaluation team and the ESC noted the degree of support for the need to learn 
English and agreed that it is imperative that AUSCO adequately stresses the 
importance of clients learning English post arrival and of taking up their opportunities 
under the AMEP and the SPP.  It was agreed that any opportunities to further stress 
this should be taken.  It was also noted that the course content provides for the 
teaching of essential travel and greeting phrases in English and that some teachers 
incorporate further English vocabulary within the topics and that this is ideal and 
should be encouraged.   

Extent to which topic information meets client needs  
The evaluation team next gauged the extent to which the information being provided 
within each of the topics met client needs and best prepared them for what to expect 
after arrival in Australia. 

Client feedback 
During the focus groups, clients were asked whether any of the information provided to 
them should be changed and whether there was any new or additional information that 
should be included.  The evaluation team recorded the open responses and 
subsequently sorted them by AUSCO course topic to identify any necessary changes 
of detail or emphasis.   

As might be expected from a diverse range of clients, a variety of suggestions were 
received in relation to the issues they had experienced and how AUSCO might further 
help future arrivals.  Many of the suggestions were of a nature whereby the information 
requested can readily be accommodated into the course content and feedback will be 
provided to IOM regarding these comments.   

Some of the suggestions received require further consideration in terms of the relative 
importance of information, or where emphasis could perhaps be placed.  The topics 
listed are areas where a number of client groups advised that they experienced greater 
difficulty than expected and suggested that more information would be beneficial: 

- the range of settlement programs, both DIAC and mainstream 
- accessing and using interpreters 
- the extent of multiculturalism in Australia and the diversity of settlers   
- the individualism or nuclear nature of Australian society (and the lesser sense of 

community) 
- getting qualifications recognised and attaining employment 
- the education system 
- the high costs and limited availability of housing and clarity about what is 

supposed to happen on arrival and the processes for obtaining housing 
- high costs of maintaining a car and the difficulty, cost and length of time to obtain 

a license 
- Australian law, and 
- focus on rights and responsibilities and more on family roles. 

Some clients expressed the view that the picture of Australia painted for them in 
relation to these topics had been overly positive and that there should be more 
information on the ‘reality’ of Australia so that they did not arrive with their expectations 
set too high.  These findings are discussed further in conjunction with the views of 
stakeholders.   
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IOM trainer feedback 
The IOM trainers were not specifically asked to comment on the detailed information 
provided within the topics because the evaluation team considered that the clients and 
the stakeholders who interacted with the clients post-arrival are better placed to 
assess the validity and currency of the detailed information provided.  This was also a 
limitation of the electronic completion of the questionnaires via email whereas the 
onshore fieldwork allowed in-depth face-to-face discussions.   

Onshore stakeholder feedback 
The team sought onshore stakeholder views on the current settlement issues 
associated with the AUSCO course content and whether this could be adjusted to 
better prepare or further assist clients to manage the respective challenges arising 
after arrival.   

The onshore stakeholders suggestions were similar to the feedback received from 
clients and included a raft of practical suggestions for adjustments or updates to the 
information provided, especially within the topics of Housing, Finding a Job, Education 
and Family Roles.   

The evaluation team considered that the suggestions received were too detailed and 
numerous to be fully included in the report and has combined them into a summary 
table ordered by AUSCO topic.  There is the potential for some of the suggestions 
received to be taken up by AUSCO while many others are of a nature that would be 
better included in an onshore orientation program.   

The suggestions could be considered for further discussion with IOM with a view of 
incorporating them into a refreshed course content where applicable.   

Conclusion regarding the detailed topic content 
The evaluation team considered the practical suggestions provided by clients and 
onshore stakeholders and concluded that the incorporation of some of the suggestions 
into the topic content could go some way towards providing a more current and 
realistic picture for clients.  The table listing the information gathered from the focus 
groups and onshore stakeholders is attached at Appendix K.   

The evaluation team also acknowledges that the outcomes of the IHSS consultations 
currently underway and the respective tender processes could have a bearing on the 
structure and delivery of onshore orientation.  Bearing this in mind the evaluation team 
proposes that any future changes to the detail of the AUSCO course content be 
undertaken in consultation with the relevant areas of CSM Division and the AUSCO 
service provider, IOM. 

Elements for increased emphasis 
The evaluation team further analysed the suggestions received from clients and 
onshore stakeholders to differentiate between those that were a simple update or 
adjustment to detailed information and those that might reflect the need for greater 
coverage or increased emphasis to facilitate better settlement outcomes.   

The areas that emerged as benefiting from greater emphasis included the following: 
- strategic view of the settlement process as a ‘settlement continuum’ whereby 

clients clearly understood the range of services and support available and how 
these were integral to their long term settlement 

- reality check on the current economic climate in Australia and the potential 
impact on settlement 

- the extent of multiculturalism in Australia  
- focus on a whole-of-self approach to health  
- family roles and the rights and responsibilities of all within the family to contribute 

to the family settlement process, and 
- extension of the exercises and segments that develop clients’ problem-solving 

skills and the incorporation of more work on expectation management. 
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The areas for increased emphasis are presented in Table 4.4 with the specific 
comments from stakeholders reflected.   

Table 4.4 Elements for increased emphasis  
The Settlement Continuum 
Course would benefit from the introduction of an overall and broader view of the settlement process, how long it takes, 
and who is responsible for what.  Aspects for inclusion are: 
- Australia’s Humanitarian Program and context for client’s entry 
- role of the Australian Government and the range of services it funds and manages  
- role of DIAC and responsibilities in relation to service providers 
- accessing mainstream services 
- role of Centrelink and changes in support over time 
- responsibilities of new entrants in relation to service providers and DIAC – one provider proposed the concept of the 

‘ladder of success’ and role of AUSCO and IHSS in lifting entrants up towards the first rung and entrants’ 
responsibility to reach out for that rung and to continue climbing 

- the Settlement Continuum and length of time taken to settle, need for a 5 year plan, need to know that some level of 
uncertainty will continue post-arrival  

- settlement in the context of community building and DIAC role in community building as well as new entrant 
responsibilities to their community and region (and how their behaviour influences mainstream community 
perceptions), and 

- further development and enhancement of the ‘Life Book’ that was introduced for use in all classes in October 2008. 
It was further suggested that this approach could be supported by a dedicated web site with settlers’ stories and tips for 
new arrivals.   
Australia now – current realities  
Course content would benefit from a revision to ensure the information is based on the current economic and social 
reality in Australia to help influence clients to set realistic expectations: 
- Housing needs to reflect the current tight situation and waiting times – a range of practical suggestions were received 

about changing the terminology, reviewing the images in materials, advising clients they might need to share initially 
as well as the reality of the rental market and setting of realistic timeframes for when might be able to afford to buy 
their own home 

- Employment needs to better prepare clients for the reality, more context on the various levels of employment in 
Australia, the importance of English, importance of work experience or volunteering, broader view of the range of 
work, skills and trades, the need to start somewhere, the importance of having a job and something to do as part of 
the settlement process 

- society and norms in Australia could be given greater coverage and a balanced perspective between the ‘friendly and 
laid-back Aussies’ and the need to consider personal safety – both from crime and from natural elements e.g. 
bushfires and water/beach safety 

- also needs to cover the busyness and independent nature of families and communities in Australia so that clients do 
not feel isolated after arrival because people are ‘not visible’   

- needs to provide a balanced view that still encourages clients to be positive in regard to their resettlement but does 
not give too rosy a view so that they are surprised after arrival and are at risk of becoming despondent due to reality 
not meeting their expectations clients need to understand where they will be in socio-economic status post arrival.   

Multicultural Australia 
The course would benefit from an increased focus on the extent of multiculturalism in Australia.  A brief history of 
multiculturalism and the waves of migration would be useful as well as an overview of the Australian Government’s 
position and the range of activities to foster social harmony.  More information on cultural diversity and the balance of 
retaining culture with settling in.   
‘Whole of self’ health  
Given the unfamiliarity of many entrants with counselling coupled by the level of need, the course would be enhanced 
by an increased focus on a ‘whole of self’ health approach.  This could build on the current health content to provide a 
holistic health view to clients and could cover counselling under the concept of ways to make you ‘feel more 
comfortable’ when settling.  The concepts of loss and grief could be introduced as well as some discussion of the 
symptoms of stress and the imparting of some simple stress management techniques.  These could be particularly 
useful for the travel and journey.  A separate component on women’s health could also be considered.   
Family Day 
Given the success of the Family Day when it was trialled in Thailand, Africa and Pakistan and the identified importance 
of new arrival families being able to pull together, there would be considerable benefit in making it a greater priority to 
ensure that the Family Day segment is routinely presented to all family groups (with the necessary adjustments for 
different clients).  The segment could be enhanced by additional practical components such as a role play exercise of a 
family ‘negotiation’ and an increased focus on the rights and responsibilities of all family members. 
Planning and expectation management  
Given the apparent success of many of the more practical components of the course, there would appear to be benefit 
in adding further exercises aimed at assisting clients to further develop their problem-solving skills and to consider 
practical ways in which they can set realistic expectations and continue to manage their expectations after arrival.  This 
would assist the program to further address objectives 5 and 6 of encouraging self-sufficiency, independence and 
cultural adaptation. 

The evaluation team noted the high degree of correlation between these suggestions 
and those put forward by the clients and concluded that clients’ needs could be met to 
an even greater extent through an increased focus on the elements proposed.   
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Further, there is a high degree of correlation between the elements identified above 
and the risks identified in the AUSCO Risk Matrix developed by the APCC.  The APCC 
identified the following risks to effective settlement if the AUSCO program should fail to 
adequately prepare clients: 

1. changes in family dynamics 
2. social health 
3. mental health 
4. physical health 
5. transport 
6. education 
7. safety, and 
8. the law. 

The areas identified for greater emphasis are also consistent with the views expressed 
by IOM Management that AUSCO objectives 5 and 6 of encouraging self-sufficiency 
and cultural adaptation were harder to meet within the timeframe allowed.  IOM 
Management view was that there would be considerable benefit in additional work in 
these areas, noting that attitudes take longer to adjust and it would be important to 
think through carefully the requirements to be met so that appropriate time and effort 
can be allocated.  IOM Management considered it would be appropriate to conduct a 
needs assessment to establish what elements were essential for coverage under 
AUSCO and which elements could be considered to be optional.   

The evaluation team concluded that there would be considerable value in a review of 
the course content to examine where and how increased emphasis could be placed on 
the factors identified in Table 4.4, and that this would be consistent in endeavouring to 
address the strategic level risks identified by the APCC.  Such a review could be 
undertaken with a view to releasing an evolved course content to coincide with the 
new contract requirements.  Again, the evaluation team would emphasise that the 
proposed review and any future changes to AUSCO course content be undertaken in 
consultation with the relevant areas of CSM Division and the AUSCO service provider, 
IOM. 

There would be further benefit in consultation with the onshore settlement providers to 
ensure that the preparatory work commenced under AUSCO is optimised for clients 
post arrival.   

As noted by IOM Management, the requirements will need to be well articulated and 
this might require clarification in the forward contract expectations and KPIs.   

Conclusion regarding extent to which course content meets needs 
In terms of the extent to which the course content meets client needs, the evaluation 
team concluded that overall the course and the innovations introduced, meet client 
needs to a high degree.  The 360 degree feedback obtained confirmed that the topics 
delivered under AUSCO are the appropriate topics, with some scope for an update on 
some of the detailed content and with scope for a review of where emphasis should be 
placed and additional effort focused.  A recommendation has been made aimed at 
incorporating the changes to the detailed information provided through the feedback 
obtained and a proposed review of the course content to allow for reflection on the 
areas for increased emphasis proposed by clients and stakeholders. 

Recommendation Six 
It is recommended that Humanitarian Branch, in consultation with the Citizenship, 
Settlement & Multicultural Affairs Division and the AUSCO service provider, examine 
the suggested changes to the AUSCO course content including the specific 
information requested by clients and stakeholders listed in the table at Appendix K and 
the suggestions for increased emphasis to the AUSCO course content as listed at 
Table 4.4 
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Extent to which manner of delivery meets clients needs  
The teaching styles used by the IOM trainers are important given that the manner of 
delivery of the information can be as crucial as the information itself.  This is 
particularly essential when the material is being delivered under the challenging 
circumstances of AUSCO, where the clients are on the verge of a major journey and 
radical life change.  The evaluation team sought feedback on the extent to which 
clients had enjoyed learning the various course topics. 

The evaluation team then sought more detailed feedback regarding the various 
teaching styles employed by the trainers as well as the range of resources that support 
the course.  The significant effort expended into innovation under the contract and the 
changes to the course delivery have already been noted under chapters two and three.  
The IOM trainers use an Experiential Learning Cycle that allows for extensive 
participation by the clients and adopt an approach that steadily builds client confidence 
over the time available.   

The Experiential Learning approach is supported by the comprehensive client 
Handbook and, since late 2008, the introduction of the Life Book.  An AUSCO DVD 
was released in 2004 and this has been supported by the release of Settlement DVDs, 
first in African languages and soon to be accompanied by one in a range of Asian 
languages.  The feedback received during the evaluation on the manner of course 
delivery is outlined below.   

Client feedback on enjoyment of the topics 
As discussed in the section on the focus group methodology at the beginning of this 
chapter, clients were asked to indicate which of the AUSCO topics they had enjoyed 
learning by placing a tick on that topic card if they had enjoyed it and by leaving it 
blank if they had not.   

As flagged earlier, some clients appeared to have difficulty comprehending the 
concept of ‘enjoying’ the topics taught and the evaluation team was careful to spend 
time explaining that these questions were focused on the manner and style of delivery 
rather than the level of importance of course content.  Focus group participants had 
not necessarily completed all the course topics and, accordingly, even though overall 
305 clients participated in focus group discussions the number of ticks received for 
completing a topic ranged from 249 for Settling In to 155 for Cultural Adjustment.  As 
was mentioned earlier the Family Day, being new, had a lesser completion rate of 45 
clients10.   

The enjoyment index percentage was calculated as the number of clients who 
indicated they had enjoyed that topic as a proportion of the number of clients who had 
completed that topic.  The evaluation team considers that these results should be used 
with some caution but, nonetheless, they provide a general indication for 
consideration.   

Table 4.5 Level of topic enjoyment  
Topic Number completed Number enjoyed Enjoyment rate 
Family Day 45 36 80% 
Cultural Adjustment 155 114 74% 
Transport 187 139 74% 
Education 217 150 69% 
Journey to Australia 191 124 65% 
Housing 200 127 64% 
Australian law 192 123 64% 
Finding a Job 187 115 61% 
Health Care 226 136 60% 
Money Management 212 122 57% 
Australia – the Facts 214 122 57% 
Preparing for Travel 233 126 54% 
Settling In 249 130 52% 

                                                 
10 Although the course has included material on adjustments to family roles for some time, the Family 
Day was introduced in 2008 as a discrete course topic.   
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Conclusion regarding enjoyment of the topics 
The evaluation team notes that nine topics received an enjoyment rating of 60% or 
more and no topics attracted a score of less than 50%.  Given the course time 
constraints, the extent of difference across the client groups and the sometimes 
challenging environment for the delivery of the AUSCO classes, the evaluation team 
concluded that this appears to be a good result.  While the variation in enjoyment 
levels might represent an indication in the level of client interest in the subject matter, 
the evaluation team considers there would be benefit in some reflection on the method 
of delivery for the highest scoring topics and whether this varies from that of the lower 
scoring topics.   

Course manner of delivery – teaching styles used 

Client feedback  
Different people prefer to learn in different ways.  The focus group participants were 
also asked to indicate whether the teaching styles used suited them as a way of 
learning.  The five key teaching styles represented on the second set of laminated 
cards were: 

- lecture or teacher presentation 
- group or class discussion 
- group exercises 
- audio-visual supplements such as DVDs, and 
- role plays or drama, where the clients perform scenario simulation, such as being 

on the aeroplane.   

It was not possible to do a percentage index of the responses to this set of cards so 
the trend is measured by a straight numerical count of the number of ticks for each 
style.  Audio-visual usage such as DVDs was apparently the most popular style with a 
score of 217 ticks, followed by teacher presentation at 202 and role-plays as the least 
popular with a score of 139.  The evaluation team notes that the latter form of learning 
would be unfamiliar to many of the AUSCO clients.  Some of the clients observed that 
shy people would find role-plays and simulations less comfortable.  The full results for 
this exercise are depicted in chart 4.7. 

Chart 4.7 Client teaching style preferences 
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The evaluation team noted the relatively high number of ticks attained for each 
teaching style and concluded that overall the manner of delivery of the program met 
client needs.  While the clients appear to be less comfortable with the role-plays and 
scenarios, the IOM trainers indicated that they considered the role plays and 
simulations to be highly effective.   
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When the clients were asked whether they would recommend any changes to the 
manner of delivery of the course a broad range of comments were received.  The most 
frequent comments received were: 

- greater use of DVDs and a range in relevant client languages 
- need to update the DVDs and booklets 
- more DVDs and TV for children  
- increase the course length to 7 or 10 days 
- course longer but less hours per day to allow for the absorption of material 
- more practical exercises 
- would like presentations from Australians, and  
- add some self-learning materials.   

The evaluation team noted the frequent requests for the course to be longer and for 
more information or more exercises to be provided and considered this to be a positive 
indicator of the extent to which the clients value their AUSCO classes.  The changes 
proposed are discussed below in conjunction with the feedback received from the 
onshore stakeholders and IOM trainers. 

IOM trainer feedback on manner of delivery 
The questionnaire for the IOM trainers included questions relating to the ideal length of 
the course, whether the AUSCO DVD could be improved, which activities they found to 
be the most beneficial and whether there were any changes they would make to the 
course. 

In response to the question regarding the ideal length of the course, only one trainer 
thought it should be shorter, 25% thought four to six days to be about right and the 
majority at 71% thought it should be held over seven to ten days.  Some 83% 
considered that they had the resources and tools they needed to deliver good quality 
courses.  Those that considered they did not mainly proposed additional DVDs and 
some settlement success stories. 

The activities that trainers found to be the most effective, in order of frequency of 
response, included: 

- role plays 
- group discussions 
- practice for travel 
- cultural adjustment exercises (the 3 glasses, Letters to Mimi) 
- videos and DVDs 
- ESL activities 
- ‘problems you anticipate’ activities 
- the Life Book 
- ‘action plan’ for life in Australia, and 
- use of real time examples, such as passenger cards. 

When asked whether there were more activities that trainers would like to include they 
responded with: more ESL, role plays, problem-solving activities, greater use of the 
Explore Centre, practising making appointments over the phone, budgeting exercises 
and a ‘planning for the future’ activity supported by an Education Goal handout.   

The evaluation team considers that these suggestions are consistent with the areas 
identified earlier for additional emphasis during AUSCO and support the proposal that 
more time be spent on attitudinal and behavioural change.  These suggestions should 
be taken into account in the review of emphasis recommended in Recommendation 
Six of this report.   
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Onshore stakeholder feedback on course delivery 
While the onshore stakeholders were not directly asked for their comments on the 
manner of delivery of AUSCO their views were sought on an appropriate length for the 
course.  Of those that felt able to comment, only two felt that the course should be 
shorter, the majority (60%) felt that 4 to 6 days was about right and 4 (27%) felt that 
the course should be longer. 

In their general commentary on ways in which AUSCO could be improved a number of 
suggestions were received that relate to the manner of delivery.  These included: 

- a day-on day-off delivery to allow clients time to reflect 
- shorter sessions over more days 
- opportunity for IHSS providers to connect with arrivals in advance 
- better linking of the topics into the overall settlement context 
- greater focus on capacity for problem-solving and independence 
- delivery by Australians or people who have lived in Australia 
- delivery by former humanitarian settlers 
- a shared approach to offshore and onshore settlement 
- follow up orientation onshore 
- greater range of DVDs in broader range of languages, for different age groups 

and perhaps targeting specific topics of importance 
- DVDs and web sites with stories from former arrivals 
- greater focus on attitudinal change as opposed to imparting of information, and   
- greater use of checklists for clients. 

The evaluation team notes in relation to the first two suggestions that a one-day-on 
and one-day-off course was being trialled in the South East Asia Region during 08/09.  
While the evaluation team and ESC agreed that allowing clients more time to absorb 
and reflect on the course material would be beneficial the reality of the classroom 
environment, client travel to attend class and the windows for travel to Australia 
frequently preclude this.  The outcomes of the trial will be discussed and evaluated at 
the AUSCO Trainer Conference in October 2009.   

Suggestion for delivery by Australians 
The suggestion that the course should be delivered by Australians and/or former 
humanitarian entrants to Australia was put forward by a number of onshore providers.  
It was suggested that trainers with limited knowledge of Australia would be unable to 
answer detailed questions and would not be able to effectively impart the nuances of 
life in Australia or to present the reality of current life here.  Those in favour of delivery 
by Australians considered that information delivered under AUSCO would have greater 
credibility and would be less subject to undermining by other sources of advice if the 
presenters were Australian.  Exposure to Australian speech and mannerisms was 
believed to be an added advantage.   

The evaluation team and the ESC discussed this suggestion in the context of resource 
constraints on the department as well as the opportunities for involvement by 
Australians that had been built into the program over the life of the current contract.   

The opportunities for involvement by Australians and opportunities for IOM trainers to 
increase their knowledge of and visit Australia include: 

- an IOM trainer selection criterion that rates knowledge of Australia and/or 
experience of living in Australia as desirable (Australians can apply for IOM 
trainer positions, which are advertised within Australia as well as overseas) 

- selection of IOM trainers as non-medical escorts whenever possible 
- an annual Train the Trainer Conference held in Australia that provides an 

opportunity for trainers to stay over and to visit onshore settlement providers and 
former clients 

- the requirement for staff at DIAC overseas posts to visit AUSCO classes on at 
least an annual frequency as part of the QA processes 
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- the use of the AYAD program that allows young Australians to participate in 
AUSCO classes, to work on course content projects and to provide debriefings 
back in Australia 

- the introduction of the Visiting Settlement Advisor (VSA) program where two 
people are selected in a year to visit each AUSCO region briefly to attend and 
participate in classes, to provide feedback on the course content and delivery 
and to present debriefing sessions to providers back in Australia, and 

- regular QA visits undertaken by the IOM Global coordinator, who is an 
Australian.   

The course is supported by the distribution of Australian resources via the 
comprehensive AUSCO resource kit.  Also taken into account were the other 
suggestions received in relation to expanding the range of DVDs available and a 
refreshment of the course content to better reflect the reality of the situation in 
Australia.  The evaluation team and the ESC considered that these recommendations 
would serve to address some of the underlying reasons behind the suggestions for the 
need for delivery by Australians.   

A further constraining factor is the potential costs of either maintaining Australian 
trainers offshore or the costs of sending trainers on an ‘as required’ basis.  The IOM 
trainers are qualified trainers in cultural orientation who are engaged on an as needed 
basis to deliver classes and many also deliver CO training for other countries’ 
programs.  As noted in the IOM Trainer profile, almost half of the trainers have been 
with AUSCO for more than three years, and a further third for between one to three 
years.  This continuity of service allows trainers to build a fair knowledge base and to 
have had the opportunity for at least one visit to Australia.   

Of relevance to this suggestion is the trainers’ responses to the question regarding 
whether there were any aspects about Australia that they did not feel well qualified to 
teach.  Ten trainers (42%) replied that there were none.  Of those that did provide 
comment the topics referred to included: tertiary course information, migration policies, 
assistance for the disabled, qualifications and recertification, the labour market, 
political details and former client success stories.  When trainers are unable to answer 
a question fully they usually suggest that the client follows up with their IHSS provider.  
The evaluation team considers that these questions mentioned are not areas where 
IOM trainers could be expected to provide in-depth responses and that follow up with 
the IHSS provider is a logical outcome.   

Conclusion regarding delivery by Australians 

The evaluation team took into account the resources that would be required to 
implement delivery by Australians and the number of opportunities that had been built 
into the program for involvement by, and feedback from, Australians.  On balance, the 
evaluation team and ESC concluded that this suggestion was not one to be pursued.  
Other suggestions relating to the building of better links between the onshore and 
offshore orientation providers are discussed in detail in Chapter 5 of this report.   

Enhancing the DVD range 
A consistent message was received about the usefulness of the DVDs and videos 
used to support AUSCO.  When asked whether the AUSCO DVD could be improved 
22, or 91%, of the trainers replied in the affirmative.  Consistent with the views 
expressed by clients and stakeholders, the trainers requested: 

- updating of the AUSCO DVD and that it cover all topics 
- availability in a greater range of languages 
- DVDs for youth and children on topics of interest to them 
- incorporation of a DVD on ‘a day with my case worker’ 
- addition of a DVD on ‘a day in school’ for families and children 
- slower narration 
- more on Australian and international signs 
- calling 000 and TIS, and 
- more on regional and rural Australia. 
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The evaluation team notes that Humanitarian Branch, where possible, supplies DVDs 
on specific topics as part of the AUSCO Resource Kit.  It is clear that the DVDs are 
highly valued by clients and the trainers as a useful tool, and the evaluation team 
further notes that enhancing the range of DVDs available would also help to provide 
greater visibility of Australia and Australians in action as well as adding a further layer 
of detail and reality.   

Conclusion regarding enhancing the DVD range 

The evaluation team noted the frequency of requests for updated and new audio visual 
resources and concluded there would be benefit in taking the opportunity to update the 
AUSCO DVD as well as to explore options for further expanding the range of these 
resources.   

Recommendation Seven 
It is recommended that Humanitarian Branch take the opportunity to update the 
AUSCO DVD to align it with other changes to the program and continue to expand its 
range of DVDs available as supporting resources, taking into account the feedback 
received during this evaluation regarding specific DVDs of benefit.   

Student Handbook  
The current version of the AUSCO Student Handbook was introduced in late 2007 and 
closely follows the course topics and content.11 The focus group participants were 
asked whether they had received a Handbook, whether they had kept their Handbook 
and whether they had used it since they came to Australia.  The responses received 
are detailed in Table 4.6. 

Table 4.6 Usage of the Student Handbook 
Question Responses Percentage  
Received Handbook 162 53% (of total participants) 
Retained Handbook 135 83% (of those with Handbook) 
Used Handbook post arrival  78 58% (of those who kept Handbook)  

It should be noted that 56 focus group participants had been in Australia for greater 
than 18 months and could not be expected to have necessarily received the current 
Handbook and also that a number of the participants were couples or families who 
may have received one Handbook between them.  In this context, the result of 53% 
would appear to reflect a broad distribution of the Handbook since its introduction and 
a clear recollection by clients that they had been given one.  A few instances were 
cited by clients where it was expected that they should have been given a Handbook 
and were not, and the evaluation team took further details from these clients for follow 
up with that IOM region. 

The high percentage of clients who retained their Handbook and who actively used it 
post-arrival reflects the value clients place on this supporting resource.  It was noted 
that the Brisbane Karen group had not referred to their Handbook at all and the 
evaluation team concluded that this was due to the reduced need to do so because of 
the comprehensive orientation they received onshore through the Logan ‘Hub’ model 
of orientation. 

When asked whether there were any changes that they would make to the Handbook 
clients did not put any suggestions forward other than to say that more pictures and 
diagrams would be useful for those with lower levels of literacy.  Some suggested that 
it would be useful if they could receive the Handbook in advance of their classes so 
they could do some reading and prepare for AUSCO.  The Bhutanese suggested that 
if DIAC intended for clients to bring the Handbook with them and to refer to it post 
arrival perhaps the reference to it as a ‘pre-departure guide’ should be removed from 
the title.   

                                                 
11 The course has been accompanied by a Handbook since early on.  The handbook was revised and 
expanded in 2007 to take account of feedback received as well as comments in the RCOA review.   
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During the evaluation fieldwork in May 2009, the majority of onshore stakeholders said 
they would like to have copies of the Student Handbook so that they know what is 
being provided to clients and can cross-reference their orientation services 
accordingly.  The evaluation team notes that in December 2007, when the current 
versions were released, electronic copies of the Teachers Kit and the Student 
Handbook were provided to the STO Settlement contacts with a request that they be 
passed on to IHSS and other service providers.  With the passage of time and 
changes of staff, the evaluation team acknowledged that it would be timely to distribute 
the current version of the Student Handbook.  The opportunity was taken to give all 
IHSS providers the current e-version of the Student Handbook at the IHSS National 
Conference in June 2009.   

The IOM trainers were asked in their questionnaire whether they had any suggestions 
for improving the Student Handbook.  Forty-five percent, or 11 trainers, said that they 
did and their comments included: 

- activities at the end of each chapter that could also be used in class 
- a checklist for what to do after arrival 
- quotes and tips from former refugees 
- the inclusion of essential simple English phrases 
- more visual cues and pictures 
- more on social dos and don’ts 
- a pocket version would be handy, and 
- copies to be held by IHSS providers for clients who did not take their copies with 

them. 

Many trainers thought the Handbook to be ‘very good’ and one suggested that it could 
be supported by a DVD of humanitarian entrant success stories.  Also relevant to note 
at this point is the release of the AUSCO Comic Book in June 2009, a more pictorial 
representation aimed at young adults and less literate clients.   

Conclusion regarding the Student Handbook 

The evaluation team concluded that the Handbook is a valuable resource that is 
clearly of benefit to the clients.  It was further concluded that copies of the Handbook 
would also be of benefit to onshore settlement providers as it would provide them with 
a good understanding of what information clients were being taught under AUSCO.  
The Handbook will need to be updated to reflect the changes suggested to the course 
content and to also reflect the shifts in emphasis on content proposed.  The 
opportunity could be used to consider further increasing the visual content.  The 
evaluation team notes that the Handbook was introduced and provided to IOM at the 
Train the Trainer Conference in October 2007 in an electronic format.  IOM were 
encouraged to print the Handbook, once translated, in a loose-leaf folder format to 
allow for further updates and amendments.  Under the proposed continuous 
improvement framework, the opportunity could be taken for an annual refreshing of the 
Handbook and the compilation of a fresh ‘master copy’ to assist with document version 
control.   

Recommendation Eight 
Given the clear value placed on it by clients, it is recommended that Humanitarian 
Branch update the AUSCO Handbook: 

a) in alignment with the updated information proposed for the course content  
b) to take account of the areas for increased emphasis, and  
c) to incorporate some of the suggestions received from stakeholders, such as 

further increasing the visual content, exercises for clients and a checklist for after 
arrival.   

Conclusion regarding course manner of delivery 
The evaluation team concluded that the manner of delivery of the AUSCO classes 
meets client needs to a high degree and that a number of elements are working 
especially well, including the supporting resources and the practical exercises 
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incorporated.  The innovations and enhancements introduced over the life of the 
current contract appear to have served the program well.  The feedback received 
supports an extension of these approaches and the evaluation team concluded that 
this would help to provide a valuable foundation for some of the changes in emphasis 
proposed.   

Forward changes to the program 
Overall, the evaluation team concluded that AUSCO is an effective program and there 
are no significant changes required to the forward program content or the manner of 
delivery of the classes, merely refinements that will serve to further optimise the 
benefits already being attained by clients.  In reaching this conclusion the evaluation 
team took into account: 

- the finding that the program is meetings its intended objectives 
- the extent to which the course topics meet clients’ needs 
- the extent to which the topic information content meets clients’ needs 
- the extent to which the manner of delivery also meets clients’ needs, and 
- the general high regard in which the program is held, judging by the 360 degree 

feedback obtained. 

The recommendations made in this report will assist the program to capitalise on the 
investment and innovation to date and to further optimise outcomes for clients.   

AUSCO communication strategy  
While significant changes to the program do not appear to be required, the evaluation 
team was concerned about the widespread lower level of awareness and 
understanding of the program content by onshore stakeholders.  It appears that even 
though information has been provided as new elements of the program have been 
developed, a more strategic approach to both the coverage and refreshing of program 
information would be beneficial. 

Greater awareness of AUSCO would assist onshore stakeholders in their roles and 
would help form stronger links between the onshore and offshore orientation 
programs.  The evaluation team concluded that the program would benefit from the 
development of a communication strategy to ensure that all stakeholders were aware 
of the program and so that appropriate feedback mechanisms could be formed 
between various programs aimed at assisting humanitarian clients. 

Recommendation Nine 
It is recommended that Humanitarian Branch develop an AUSCO communication 
strategy for the purposes of: 

a) identifying all the relevant stakeholders that need to be aware of the program 
b) ensuring that these stakeholders have sufficient understanding of the nature and 

content of the program to facilitate their roles in settling humanitarian entrants 
c) developing structured mechanisms by which stakeholders can be kept informed 

of trends or developments in the program, and 
d) developing structured mechanisms whereby Humanitarian branch can be kept 

informed of changes to programs and agencies that might impact on AUSCO.   

In making this finding the evaluation team is cognisant of the feedback received that 
there needs to be stronger links forged between AUSCO the offshore program and the 
onshore settlement services provided so that clients can benefit from a seamless 
transition between the various support programs.  Ways in which the links can be 
better forged are explored in Chapter 5.  The evaluation team notes the effectiveness 
of the AUSCO program and considers that it provides an excellent model upon which 
to base any potential changes to the onshore settlement and orientation services.   
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Chapter 5: Service Coordination  
This chapter identifies the linkages between, and any gaps in, the provision of offshore 
cultural orientation and onshore settlement orientation and makes recommendations 
aimed at improving the coordination of the offshore and onshore services to optimise 
orientation outcomes for RSHP clients.   

One of the key objectives of AUSCO is to establish a foundation for clients regarding 
what to expect on arrival in Australia, including an understanding of what settlement 
services and support will be available to them.  For this to occur effectively the 
settlement and orientation services provided by DIAC need to be well aligned and to 
reinforce each other.  The fifth term of reference for the evaluation was to: Identify any 
linkages and gaps in the provision of offshore and onshore cultural orientation and 
provide recommendations for any improvement to the coordination of services.   

In order to gauge the extent to which the various DIAC programs complement each 
other the evaluation team sought to address the following questions:  

- To what extent do the methods of delivery of AUSCO offshore link with the 
delivery of the orientation services provided on arrival through IHSS?   

- To what extent does the course content of the AUSCO program match the 
information and orientation services provided on arrival through IHSS? 

- How effectively do AUSCO and the orientation services provided on arrival 
through IHSS complement one another? 

- Are there any changes required to the coordination of orientation services for 
newly arrived RSHP clients to optimise outcomes? 

The evaluation team obtained the views of DIAC overseas posts, IOM, IHSS providers 
and other onshore stakeholders regarding the current and potential linkages between 
orientation services provided to clients before they depart for Australia and when they 
arrive.  Newly arrived humanitarian clients were also asked about their views on the 
balance of information provided onshore and offshore. 

DIAC orientation – onshore delivery 
The range of settlement services provided by the department has been refined over 
time.  The current suite of services are underpinned by the key principles of 
encouraging client self sufficiency and independence.  The department applies 
outcome-based contract management approaches that are non prescriptive and allow 
service providers to draw on their expertise in the delivery of services.  The 
department funds and manages a range of programs designed to assist humanitarian 
entrants from immediately after their arrival through to longer-term assistance.  Some 
programs are specifically tailored for humanitarian entrants while others, such as the 
Adult Migrant English Program (AMEP), cater for a broader range of clients.   

By way of introduction to the discussion regarding the alignment of the settlement 
services provided, a brief description of the various settlement programs is provided 
below.    

On arrival orientation (IHSS) 
In contrast to the highly defined AUSCO program the IHSS provider method of delivery 
used for the provision of information and orientation services varies and is not 
prescriptive.  IHSS providers are currently contracted to deliver orientation services for 
newly arrived humanitarian entrants which are (as per Schedule 3 of the IHSS 
Contract) to: 

- be comprehensive 
- take into account that refugees will probably be jet-lagged when they arrive 
- be delivered in a culturally sensitive, welcoming and courteous way 
- be able to be understood by the entrants 
- be delivered in a way that is consistent with adult education principles  
- include opportunities for active and participative learning. 
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Some IHSS providers approach orientation very much on a one-to-one, case 
management basis whereby a dedicated case worker will work closely with a newly 
arrived entrant or family.  Other providers, where opportunities present, will use a 
group training approach while other IHSS providers use a mixture of the two delivery 
methodologies.   

Of the IHSS providers interviewed during the evaluation, the team was particularly 
impressed by the methodology used by the Queensland based IHSS provider Access 
Inc.  in their Hub Program.  This orientation and life skills program for Humanitarian 
entrants delivers language, literacy and social skills in a group setting three days a 
week for 10 weeks.  The Hub Program was mentioned by other IHSS providers as a 
possible better practice model in terms of delivery for onshore orientation.  Other IHSS 
providers, such as the South Australia MRC, provide one day of formal orientation per 
week for four weeks, and others provide sessions on an ad hoc basis.   

Clients are assisted by IHSS providers for around six months after arrival, although 
this time can be varied according to need.  The services include assistance with 
housing, setting up a home, initial medical assessments, accessing Centrelink 
services, enrolling in the AMEP, using public transport, banking and shopping.  The 
onshore orientation has a highly practical focus and allows for the implementation of a 
number of the topics flagged in AUSCO.    

Adult Migrant English Program (AMEP) 
The AMEP is a national settlement program that has been providing English tuition to 
eligible adult permanent migrants, who do not have functional English, since 1948.  
The tuition is designed to provide clients with basic language skills to help them settle 
successfully in Australia.  The program is managed through 18 contracts for tuition and 
two for associated services.  The two non-tuition contracts relate to research and 
professional development that was until recently provided by the AMEP Research 
Centre and quality monitoring and accreditation of service providers by the National 
ELT Accreditation Scheme. 

AMEP clients have access to classroom tuition at over 250 locations throughout 
Australia.  Clients can also learn through distance education, rural and regional 
intensive tuition or the Home Tutor Scheme. 

The AMEP aims to help recently arrived migrants and humanitarian entrants to 
develop the English language skills they need to access services in the general 
community, provide a pathway to employment, training or further study and participate 
in other government programs offered.  The AMEP also assists clients, through 
experiential learning, to become independent in managing day-to-day situations.  Its 
vision is to provide foundation English through: 

- formal and informal tuition 
- support services, including vocational guidance counselling 
- social participation activities, and 
- learning and linkages to employment, training and further study pathways. 

Humanitarian entrants who lack proficiency in English are eligible for up to 510 hours 
of English language tuition.  Humanitarian entrants under 25 years old, with seven 
years or less of schooling, may be eligible for up to an additional 400 hours of tuition.  
Those aged 25 and older who have had difficult pre-migration experiences, such as 
torture and trauma, may be eligible for an additional 100 hours of tuition under the 
SPP.   

Approximately one third of the AMEP clients are humanitarian entrants.  The AMEP 
has a specialised curriculum that allows clients to attain a range of Certificates in 
Spoken and Written English competencies.   
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Settlement Grants Program (SGP) 
The SGP was introduced in 2006 following a review of DIAC’s settlement services.  
The aim of SGP is to deliver services that assist eligible clients to become self-reliant 
and participate equitably in Australian society as soon as possible after arrival.  
Through SGP, DIAC funds settlement projects that target specified groups of new 
entrants including permanent residents who have arrived in the last five years as 
humanitarian entrants. 

Projects funded through the SGP fall into three categories:  
- Orientation to Australia – practical assistance to promote self-reliance 
- Developing Communities, and  
- Integration – inclusion and participation.   

SGP grant recipients are community-based organisations, local government 
organisations, organisations funded to deliver services under the AMEP, and/or 
government service delivery organisations in a rural or regional area.   

MRCs receive funding under the SGP program.  MRCs provide ongoing assistance to 
humanitarian entrants for up to two years post arrival, and longer on a needs basis.  
Additionally, MRCs play a role in community development and many support long-term 
torture and trauma counselling services.   

Telephone Interpreter Service (TIS) 
A free telephone interpreting service is provided for new humanitarian entrants. 

Extent to which programs are aligned 
The evaluation team considered it most relevant for the services provided by AUSCO 
and the IHSS service providers to be well aligned, especially as these two programs 
are specifically intended for humanitarian entrants and follow each other 
chronologically in the settlement process.  The evaluation did not consider the extent 
of continuity between AUSCO and the AMEP or SGP programs. 

Alignment of program content  
The evaluation team did not conduct a formal, detailed analysis of the alignment of the 
content of the AUSCO and IHSS programs by way of direct comparison of the 
information provided to clients.  Through the feedback received about how well 
AUSCO had prepared clients for their on-arrival assistance, the evaluation team was 
able to form opinions about areas where the programs did complement each other and 
where the AUSCO information needed to be adjusted.   

As discussed in Chapter Four: Client and Stakeholder Feedback, onshore 
stakeholders considered that, at a broad level, the AUSCO topics are relevant and 
appear to be an effective ‘primer’ for onshore settlement.  The range of teaching styles 
used in AUSCO and the experiential learning cycle approach appears to prepare 
clients for the variety of teaching styles adopted in Australia and the necessary 
interactions with Australian agencies.  At the detailed level, some of the AUSCO 
information could be adjusted to better reflect the current reality in Australia and to 
better dovetail into the IHSS services to be provided.   

As also discussed in Chapter Four, the evaluation team found that onshore 
stakeholders, especially IHSS providers, were very interested in the method of delivery 
of AUSCO as well as the content.  Recommendation Nine relates to the establishment 
of an AUSCO communication strategy and better feedback loops between the offshore 
and onshore providers.   
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Conclusion regarding alignment of content 
The evaluation team concluded that at the broad level, the information content 
between AUSCO and IHSS was aligned but there was scope to better connect some 
of the more detailed information.  The recommendations made in Chapter Four will 
serve to refresh the alignment of the program content and to provide the mechanisms 
for ongoing feedback and connectivity to ensure future information provided is current 
and consistent between the two programs. 

Balance of information offshore and onshore    
The evaluation team next considered whether the programs effectively complemented 
each other through the division of information provided offshore and what is provided 
onshore.  Onshore stakeholders were asked for their views on the balance of 
information provided between the offshore and onshore orientation.  General feedback 
from stakeholders was that they felt: 

- there was scope for greater consistency between what is provided offshore and 
onshore 

- there was scope for better linkages between the offshore and onshore settlement 
programs 

- that AUSCO is best focussed on the journey and preparing clients conceptually, 
detailed information should be left for onshore 

- that AUSCO was so beneficial that it should be extended (contradictory to the 
view above) 

- there needed to be much more done onshore and that this should reinforce 
AUSCO 

- that a formal and structured onshore orientation should be considered, which 
would reinforce and extend what is covered in AUSCO 

- some of the more abstract topics would be better left to onshore and it would be 
better to focus on the practical and life skills offshore 

- there should be a structured approach to the offshore and onshore orientation 
with breaks for clients to absorb and reflect the information 

- it is important for IOM and IHSS providers to share course content and other 
resources, and 

- DIAC programs should provide a seamless settlement experience for clients. 

The evaluation team also asked clients for their views on the balance of the 
information provided onshore and offshore.  While some clients observed that it was 
difficult to absorb all the information prior to their journey, the majority were reluctant to 
offer up any of the information taught offshore.  One or two focus groups suggested 
that topics such as transport could wait until onshore, but most focus groups were firm 
in their views that it was important that all the topics be covered in AUSCO.  Almost 
one-third of the focus groups spontaneously stated that they wanted the information 
extended and reinforced onshore.  The evaluation team considers that this reflects the 
important role that simply having information has on helping to prepare clients mentally 
for what to expect.   

The IOM trainers were asked whether there was any information that they did not often 
present.  The majority responded that all information was covered but that some 
topics, such as transport, were covered in less detail if time was short or if there were 
clear other priorities for clients.  IOM Management felt that AUSCO should focus on 
preparing for travel, the journey, settling in, cultural adjustment and setting 
expectations and that some of the more practical topics, such as Medicare and 
Centrelink, finding a job and transport could be left until after arrival.   

The detailed responses that were received from the clients and stakeholders regarding 
the balance of information onshore and offshore have been compiled into a table 
which is attached at Appendix L.  Overall, there were differing views on the balance of 
what should be covered offshore rather than onshore – but it was clear that all topics 
needed structured coverage somewhere.  The evaluation team specifically analysed 
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the number of responses where those consulted had actively suggested that formal 
onshore orientation should be introduced, and the results are presented in Table 5.1.   

Table 5.1 Support for onshore formal orientation 
DIAC STOs IHSS providers Other onshore 

stakeholders 
Clients Comments 

VIC, ACT, SA, NT, 
WA, QLD  

MRC SA 
MMRC WA 
IHSS Hobart 
NSW ACL 
IHSS WA 
 

VIC POL 
AYAD participants 
APCC member 
Former AUSCO 
Global Coordinator 
MRC Hobart 
NSW SGP 
VSAx5 
 

Africans in Launceston 
Bhutanese/Afghani in 
Hobart 
Iranians in Parramatta 
Africans in Wagga 
Burundi in Perth 
Ethiopians in Perth 
Bhutanese in SA 
Afghani in SA 

NSW DIAC divided 
views 

Due to the predominance of this suggestion, in the later stages of the fieldwork the 
evaluation team asked those consulted who did not actively propose the idea what 
they thought of the concept of formal orientation onshore.  All consulted were 
supportive of the concept in terms of improved outcomes for humanitarian clients, but 
a barrier to implementation put forward was the potential costs and the resources that 
would be required to develop an onshore program and who would be responsible for 
this.   

The evaluation team also took account of some of the other suggestions received.  For 
example, a number of service providers strongly felt that it would be beneficial for new 
arrivals to have access to the settlement stories of other humanitarian entrants.  One 
provider commented how inspirational it had been to attend a talk by a former 
humanitarian entrant who spoke candidly of the challenges faced and how the family 
overcame them.  While it would be difficult to send people overseas to tell their stories, 
the evaluation team considers that regular guest speakers could be readily 
incorporated into a more formal onshore orientation program.   

Conclusion regarding balance between offshore and onshore 
The evaluation team noted the differing views regarding the balance of information 
taught offshore and onshore, and also noted the clients’ reluctance to give up access 
to any of the information offshore.  The significant support for the introduction of formal 
onshore orientation was also noted.   

The evaluation team concluded that clients and stakeholders considered that the 
structured and formal approach to orientation offshore is a successful model with the 
majority proposing either extension to AUSCO and/or a complementary structured 
program onshore.  While some of the suggestions for focusing on the journey and 
cultural adjustment offshore were logical, there would appear to be risks associated 
with reducing any of the information provided offshore if it were not to be replaced with 
an equivalent structured approach onshore.  There would also appear to be significant 
value in extending and reinforcing what is covered under AUSCO after arrival, and 
outcomes for clients could be better optimised through such an approach.  Formal 
onshore orientation would also appear to open up other opportunities, such as the use 
of regular guest speakers.   

Recommendation Ten 
It is recommended that, given the apparent strength of support from stakeholders and 
clients for formal onshore orientation to be developed, Humanitarian Branch consult 
with relevant program areas in Citizenship, Settlement and Multicultural Affairs Division 
to explore options for implementing more formal onshore orientation and other ways to 
better coordinate the offshore and onshore orientation services provided. 

In making the recommendation for the development of formal onshore orientation, the 
evaluation team recognises that submissions to the recently released discussion paper 
Integrated Humanitarian Settlement Strategy: helping refugees and humanitarian 
entrants settle in Australia are due at the end of July 2009.  The outcomes of this 
discussion paper will be relevant to the question of better alignment of AUSCO with 
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onshore services and will help to inform the department’s decision in this regard.   

The discussion paper seeks community views on how best to deliver IHSS services.  
The paper explores, among many issues of settlement service delivery, the timing, 
method of delivery and content issues involved in the provision of information and 
orientation to newly arrived humanitarian entrants.  One option highlighted is that of 
repeating the key messages of AUSCO to clients shortly after their arrival especially 
where the necessity of group accommodation may assist with group training.  The 
paper notes: 

Using AUSCO (which is currently undergoing an evaluation) would give IHSS service 
providers a consistent base curriculum for the provision of cultural orientation, allowing 
them to build on the curriculum as needed.  The method of delivering initial practical and 
cultural orientation information is linked to the accommodation model used for housing 
entrants on-arrival.  Group or communal accommodation on-arrival could present an 
opportunity to provide more structured and intensive initial practical and cultural orientation. 
 
Evidence suggests that humanitarian entrants require ongoing support and information to 
learn and adapt to Australian norms in gender relationships and adolescent behaviour, and 
parental roles and responsibilities.  It is clearly important that new arrivals gain an adequate 
understanding of the laws surrounding, for example, child protection, family violence and 
juvenile justice issues.  The department is interested in ideas on how the information and 
support provided to families, young people and individuals to assist in their successful 
cultural transition can be strengthened.   

In addition to releasing the discussion paper for public comment, the IHSS Tender 
Team is conducting a number of community consultations around Australia.  The 
evaluation team considers that Humanitarian Branch should liaise closely with the 
IHSS Tender Team to advise them of the findings of the AUSCO evaluation and 
monitor the findings of the discussion paper.   

Improvements in program linkages 
Administrative arrangements need to be in place in order for discrete but 
complementary programs to be well aligned.  The evaluation team invited onshore 
stakeholder views on whether there was scope for improvement in the way DIAC 
manages AUSCO and the onshore settlement programs.  Numerous suggestions for 
improving the linkages between AUSCO and IHSS were received.   

The evaluation team notes that the suggestions received represent a combination of 
extension to some existing practices and some new proposals which would lead to 
better coordination at a strategic level.  Some of the suggestions that are already in 
practice include: 

- information sessions at relevant conferences 
- visits between IOM trainers and IHSS staff 
- provision of copies of materials, and 
- some feedback loops via the QA processes.   

Despite these efforts already in place, the evaluation team found that IOM trainers and 
IHSS service providers clearly required more information about what each other does.  
The evaluation team considered this finding and wondered whether the lack of 
retention of awareness between the program providers was at least in part due to the 
fact that the programs are not strategically aligned.  It was perhaps perceived that the 
information was being shared on a ‘for your information’ or ‘interest’ basis rather than 
being regarded as directly relevant to the respective program operational requirements 
and their cumulative impact on client settlement.  To this end, better strategic and 
operational alignment would appear to serve both programs, and hence clients, well.   

Once the programs are better aligned strategically and the way the programs relate to 
and reinforce each other is clearly articulated, then the practical linkages and 
exchanges that already occur can be maximised.  Table 5.2 describes the key 
potential linkages identified. 
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Improving the strategic coordination and practical alignment of the programs would 
deliver the following benefits: 

- a more seamless settlement package for humanitarian clients 
- more efficient and effective use of resources – within DIAC and amongst service 

providers 
- greater synergies between and opportunities for sharing course content and 

resource materials and teaching methodologies, and  
- greater potential for gauging the levels of client satisfaction and impact over the 

linked orientation programs. 

Table 5.2 Proposed alignments and linkages for offshore and onshore 
orientation 
Link: Communication strategy  
Develop a communication strategy to refresh the list of key stakeholders and to determine the layers and frequency of 
information required as well as structured feedback mechanisms to ensure information flows between the offshore and 
onshore orientation providers and to keep the AUSCO course content refreshed as situations change in Australia.  
(refer Recommendation Nine)  
Link:  Explore closer links between AUSCO and IHSS 
A number of suggestions were received, including: 
- information sharing about nature and content of respective programs 
- sharing of useful resources 
- mutual attendance or representation at annual conferences 
- work exchange programs 
- communication and feedback loops (as per above) 
- shared approach to program development to deliver seamless settlement experience for clients  
- greater alignment of contracts and deliverables between offshore and onshore orientation services  
- joint planning approach, and 
- DIAC staff to attend IHSS exit interviews to get direct feedback on client settlement experience. 
Link: Update HEMS 
HEMS fields could be updated to record attendance at AUSCO and to confirm which topics were covered so that IHSS 
providers know what clients have been taught in advance of arrival.  (refer Recommendation Four) 
Link: Classroom phone-ins 
A number of examples were cited where IHSS case workers had rung in to the AUSCO classroom to ‘meet’ pending 
arrivals.  This was highly successful as a good boost to clients’ confidence.  It was noted that these phone-ins were 
initiated when new caseloads were being prepared as the first entrants to a new destination.  Examples – Rohingya to 
Brisbane, Bhutanese to Launceston and Adelaide. 
The practice presupposes that the client’s settlement location is known.  It would be of further benefit to explore 
mechanisms whereby the settlement location could be determined and made known prior to the client attending 
AUSCO.  In this way information and handouts could be tailored.   
Link:  Greater collaboration between Posts, IOM, Humanitarian & Settlement Branches and IHSS providers 
In order to ensure participation rates are optimised there would be benefit in a round-table discussion to streamline 
referral processes and to allow for ample time, whenever possible, for clients to have the opportunity to attend AUSCO.  
(refer Recommendations Two, Three & Four) 
Link:  Coordinated QA and continuous improvement mechanism
AUSCO employs a multi-layered approach to monitoring of performance and program review.  There would be benefit 
in an annual coordinated report that covers the full range of feedback received on the program and the action to be 
taken.  This should be conveyed to stakeholders in an annual ‘refreshing’ of the program and to make sure that all 
stakeholders are aware of the continual improvement of AUSCO and any new initiatives that have been introduced.  
(refer Recommendation Five) 

Conclusion regarding program linkages 
The evaluation team concluded that there was considerable scope for improving the 
links between the various programs and that there would be significant benefits gained 
in adopting the suggestions in Table 5.2.  The evaluation team notes that the suite of 
linkages outlined should be applied under the existing program models to forge strong 
links but they could also be applied as part of the framework if formal and structured 
onshore orientation program were to be introduced.   

Recommendation Eleven 
It is recommended that Humanitarian Branch and Citizenship, Settlement and 
Multicultural Affairs Division pursue the suggestions for practical linkages between the 
AUSCO and IHSS programs proposed as part of this evaluation and listed in Table 
5.2. 
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Appendix A 
2009 AUSCO EVALUATION FRAMEWORK 

Humanitarian Branch is conducting an evaluation of the Australian Cultural Orientation 
(AUSCO) program. 

The outcomes of the evaluation will provide policy and operational direction to the ongoing 
AUSCO program and related initiatives.  The evaluation will inform the 2009–10 global tender 
process for the three year contract to deliver the AUSCO program on DIAC’s behalf and make 
recommendations for improved coordination between onshore and offshore orientation.   

Feedback received from clients and stakeholders onshore will be provided to the current 
service provider (the International Organization for Migration) with recommendations for 
curriculum modification and course delivery where appropriate.   

Evaluation Terms of Reference  

The Terms of Reference for the 2009 AUSCO evaluation as endorsed by the AUSCO 
Evaluation Steering Committee are to:   

1. Review the outcomes/results of the program from inception to date and assess whether 
the program is delivering its intended objectives; 

2. Analyse the performance of the program in relation to meeting contractual KPIs, global 
expansion and uptake by RSHP clients and determine if any contractual changes are 
required;    

3. Obtain and analyse comprehensive client and key stakeholder feedback on perceptions 
of curriculum content and program delivery methods with a view to informing any 
required changes to the program content or delivery;      

4. Review the current quality assurance mechanisms in terms of content delivery and 
recommend any further measures to be employed; 

5. Identify any linkages and gaps in the provision of offshore and onshore cultural 
orientation and provide recommendations for any improvement to the coordination of 
services. 

AUSCO Evaluation Steering Committee Membership 

The Steering Committee established to over oversee the evaluation comprises:  
- First Assistant Secretary, Refugee Humanitarian & International Division  
- First Assistant Secretary, Citizenship, Settlement & Multicultural Affairs Division  
- Assistant Secretary, Humanitarian Branch  
- Assistant Secretary, Refugee Support Branch 
- Chief Executive Officer, Refugee Council of Australia  
- State Director, Victoria 

The Committee will meet 3–4 times over the life of the evaluation and will ratify the terms of 
reference and the evaluation methodology, monitor progress of evaluation activities and review 
and endorse the final report.   

Staffing 

Ms Karen Sutcliffe, EL 2, has been seconded from Identity Branch as the evaluation manager.  
Ms Sutcliffe will be supported in the conduct of the evaluation by the current AUSCO contract 
management staff. 

Timeframe 

The evaluation will commence in March 2009 with a final report completed in July 2009. 
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Methodologies and Data Sources 

The research and evaluation methodologies are currently being finalised.  It is anticipated that 
the following types of activities would be undertaken: 
- Review of existing data sources and key documents – AUSCO Contract, all monthly statistical and narrative reports 

provided by IOM to DIAC, Annual (and other) Reports prepared by Humanitarian Branch and the AUSCO Access 
database. 

- Interviews and Focus Groups – Interviews to be held with key stakeholders including IHSS providers, APCC 
members, DIAC and IOM staff.  Focus groups to be run with cohorts of newly arrived AUSCO clients in a select 
number of urban and regional locations. 

Background – AUSCO Program 

The Australian Cultural Orientation (AUSCO) program is a five day cultural orientation course 
available to all refugee and special humanitarian entrants who are over five years of age.  
AUSCO is delivered prior to their departure to Australia and marks the beginning of the 
settlement process.   

The program was first established in 2003.  Initially a pilot project operating at Kakuma Refugee 
Camp in Kenya and in Cairo Egypt, AUSCO has since expanded and is now offered to RSHP 
clients globally.   

Course topics provide an overview of Australia including Government, geography and climate, 
cultural adjustment, travel to Australia, settling in, health care, education, finding a job, money 
management, housing, transport, Australian values, and laws and the role of police. 

AUSCO courses are designed and delivered to four main groups: 
- Adults; 
- Youth; 
- Children; and  
- Pre-literate entrants.   
- A special Family Day session is also provided and aims to address issues associated with resettlement including the 

shift in family dynamics.  Concurrent sessions for singles are being trialled. 

Background – AUSCO Contract with IOM 

The International Organization for Migration (IOM) is contracted to deliver the course on behalf 
of the department.   
- The current three year contract began in September 2006. 
- The estimated value of the contract is approximately $5.5m. 
- A Deed of Variation to the contract is currently being developed whereby DIAC will exercise an option to extend the 

contract with IOM for a further 12 months. 

The department and IOM regularly review the curricula to ensure it meets the needs of 
entrants.  The AUSCO Program Consultative Committee (APCC) also reviews AUSCO and 
suggests ongoing enhancements. 

The AUSCO program for refugee and special humanitarian entrants has expanded to operate 
globally in four regions – Africa, South Asia, South East Asia and the Middle East.  Additional 
courses are provided in other locations as required. 

Since AUSCO began in 2003, approximately 1436 courses have been held in Egypt, Ghana, 
Guinea, India, Iran, Jordan, Kenya, Lebanon, Malaysia, Pakistan, Romania, the Republic of 
Congo, Sierra Leone, Sudan, Syria, Tanzania, Thailand, Turkey, Uganda, Zambia, and 
Zimbabwe, assisting more than 28 000 entrants (at 1 December 2008). 

Further information 

Karen Sutcliffe (02 6264 3974) and Gus Overall (02 6264 4109) are happy to provide further 
information about the evaluation. 
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Appendix B 
ESC cleared AUSCO Evaluation 2009 Criteria with Sub Questions 

PROGRAM OUTCOMES CONTRACT & DEPARTMENTAL 
PERFORMANCE 

CLIENT FEEDBACK QUALITY ASSURANCE SERVICE COORDINATION 

1.  Review the 
outcomes/results of the 
program from inception to 
date and assess whether 
the program is delivering 
its intended objectives. 

2.  Analyse the performance of 
the program in relation to 
meeting contractual KPIs, 
global expansion and uptake by 
RSHP clients and determine if 
any contractual changes are 
required. 

3.  Obtain and analyse 
comprehensive client and key 
stakeholder feedback on 
perceptions of curriculum 
content and program delivery 
methods with a view to informing 
any required changes to the 
program content or delivery. 

4.  Review the current 
quality assurance 
mechanisms in terms of 
content delivery and 
recommend any further 
measures to be employed. 

5.  Identify any linkages and gaps in 
the provision of offshore cultural 
orientation and onshore orientation 
and provide recommendations for any 
improvements to the coordination of 
services. 

What has the program 
achieved since inception? 

To what extent are the KPIs being 
met by the current contractor?  

To what extent do newly arrived 
clients believe that AUSCO assisted 
them to travel to and understand 
what to expect on arrival in 
Australia?  

Do the Quality Assurance 
measures currently 
undertaken by DIAC provide 
adequate assurance on the 
performance of AUSCO? 

To what extent do the methods of delivery 
of AUSCO offshore link with the delivery 
of the orientation services provided on 
arrival through IHSS?   

To what extent do the 
outcomes meet the intended 
objectives? 

Are the current contract KPIs 
effective or are any changes 
required? 

To what extent does the manner of 
delivery of the program meet the 
clients’ needs? 

Do the measures and 
controls that IOM have in 
place assure consistent and 
high quality delivery of 
AUSCO services? 

To what extent does the curriculum 
content of the AUSCO program match the 
information and orientation services 
provided on arrival through IHSS? 

Are there any external and 
contextual factors that are or 
will impact on the program? 

Do the current administrative 
arrangements between DIAC and 
the contractor adequately support 
the delivery of the contract? 

To what extent does the content of 
the program meet the clients’ 
needs? 

Are the current processes for 
the continuous improvement 
of AUSCO curriculum 
adequate? 

How effectively do AUSCO and the 
orientation services provided on arrival 
through IHSS complement one another? 

Are the program objectives 
still valid or are any changes 
required? 

Are any changes required to the 
contract or the support 
arrangements to optimise the 
outcomes of the program, such as 
participation rates?  

Are there any changes required to 
the delivery or the content of the 
program to better meet clients’ 
needs? 

What changes, if any, are 
required to the Quality 
Assurance framework? 

Are there any changes required to the 
coordination of orientation services for 
newly arrived RSHP clients to optimise 
outcomes? 

 



DIAC-in-confidence 

AUSCO Evaluation 2009 70 

Appendix C 
Evaluation of AUSCO 2009 – Literature Review 

 
1. Measures to Improve Settlement Outcomes for Humanitarian Entrants – Discussion Paper 

October 2006 – DIAC 

2. Contract Management Plan for AUSCO 23.06.08 

3. Customer Satisfaction Measurement, The Leadership Factor Pty Ltd, 2000 

4. AMEP Client Satisfaction Survey, DIMIA 2000 

5. Refugee Council of Australia: Evaluation of Pre-embarkation Cultural Orientation Program, 
final report to DIMIA 1 June 2004 

6. Internal audit by Ernst & Young in 2005: Offshore Evaluation of IOM Cultural Orientation 
Program 

7. AMEP National Client Satisfaction Survey 2006, DIAC 

8. Belinda Duggan Report on Four Karen Workshops in Victoria September 2008, DIAC 

9. Regional Humanitarian Settlement Pilot – Mt Gambier, Margaret Piper and Associates, 
November 2008 

10. Regional Humanitarian Settlement Pilot – Shepparton, Margaret Piper and Associates, March 
2007. 

11.   Regional Humanitarian Settlement Pilot – Ballarat – Margaret Piper & Assoc, Jan 2009 

12. Focus Groups in Social Research, Bloor, Frankland, Thomas and Robson, SAGE 
Publications, Great Britain, 2001 

13. A Manual for the use of Focus Groups, Dawson, Manderson and Tallo, INDFC, Boston, USA, 
1993 

14. AUSCO Contract 2006–2009 

15. AUSCO Risk Matrix 

16. DIAC Annual Reports 1977 – 2008 
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 Appendix D 
Evaluation of AUSCO 2009 – client focus group questions 

 
1. Welcome to our discussion about AUSCO – the Australian Cultural Orientation program.  We really appreciate you 

taking the time to come and speak with us today.  My name is Karen Sutcliffe and I am from Humanitarian Branch in 
Immigration in Canberra.  I will be leading the discussion with you today.  This is Tarita who is also working on the 
evaluation.  (Introduce interpreter).   

2. Let me explain what we are doing.  Humanitarian Branch is responsible for managing the AUSCO program.  The 
classes are delivered by the International Organization for Migration (IOM) on behalf of the Department of Immigration 
and Citizenship.  It is our responsibility to make sure that as many humanitarian clients as possible receive AUSCO 
and that the information they receive is useful, meets their needs and is enjoyable to learn.   

3. It is important that we design the best program.  This is why we need to speak with you – so we know what you found 
useful in AUSCO and so we can identify any ways that AUSCO could be improved for future clients.   

4. After the questions and discussion we invite you to stay and share some lunch / dinner with us.  At this time we will 
also pay you your expenses allowance.   

5. I am very sorry but we are unable to answer any general immigration questions as we are AUSCO “experts” and do 
not work on cases.  This card on the wall has the relevant DIAC web site and phone contact details for you.  Your 
IHSS provider may also be able to help you. 

6. Thank you – let’s begin! Today we will ask you some questions and also ask you to do a few exercises.  This is not a 
test – the purpose is for us to find out what you think about AUSCO.   

- Please try to enjoy the discussion and don’t be shy – there are no right or wrong answers 
- If you are uncertain about what we are asking please let us know so we can make the question clearer 
- We would like everyone to participate because everyone’s view is important 
- You do not have to agree with what others are saying, we expect people to have different experiences and 

different views – we are interested in everyone’s views 
- The information and what you tell us today will be combined into overall data and individuals will not be 

identified – we expect to speak with 400 people over the next few weeks 
- Please try to have only one person speak at a time to allow the interpreter time to translate. 

 
We will explain each exercise as we get to it.  I would like to start by asking you a few questions.   
 
Questions and exercises for participants 

1. First a very easy question – can you please put your hands up if you arrived in Australia: 
- Less than 3 months ago? 
- Between 3 and 6 months ago? 
- Between 6 months and 1 year ago? 
- Between 1 year and 2 years? 
- More than 2 years? 

 
2. Can you please take a moment to think back to when you first arrived in Australia? What was the most surprising 

thing for you? Anything at all. 
 
3. Can you remember when you did your AUSCO course compared to when you left to come to Australia? Was it: 

- Within 3 months of your departure? 
- Within 3 to 6 months? 
- Longer than 6 months? 

 
You might remember that your AUSCO course covered a lot of topics.  On the table we have a set of cards that represent 
the information in the AUSCO course and the handbook.  We have also given you a set of marker pens and some coloured 
sticker dots.  We would like you to use these to indicate your answers on the cards.  Please relax and have fun! 
 
Exercise 1 
4. First of all, we would like you to simply tell us which of the AUSCO topics you did in your course.  Please use the 

BLACK marker pen and put a dot on the card for each topic that you remember doing.  It will be easiest if you all get 
up and walk around the table to do this.  Please put your black dot on the white part of the card to make it easier for 
us to see it.   

 
Exercise 2 
5. We are interested in which parts of the course were most helpful for you.  Using the set of cards on the topics, can 

you now please indicate how important these topics were for you.   
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Please use the 3 different coloured dots to indicate how important the topic was for you – you need to choose which colour 
to use for each topic card. 
 
Please put a GGGRRREEEEEENNN dot on each card you think is HHHIIIGGGHHHLLLYYY   IIIMMMPPPOOORRRTTT AAANNNTTT   

Please put an OOORRR AAANNNGGGEEE dot on each card you think is MMMEEEDDDIIIUUUMMM   IIIMMMPPPOOORRRTTT AAANNNTTT   

Please put a RRREEEDDD dot on each topic you think is LLLEEESSSSSS   IIIMMMPPPOOORRRTTT AAANNN TTT. 

 
To do this it might be easiest for you to get up and walk around the table again.  Please start with the card in front of you 
and then move to your left to the next one.  Please consider each card in turn.   
 
Thank you.  Please take a seat so I can ask you a couple more questions.   
 
6. Can you please tell us if there anything you would change about the AUSCO course – either by way of new content or 

more details in the existing topics? 
 
7. Were there any things that were different about Australia or your settlement from what you expected, given what you 

were told at the course? 
 
Thank you.  Now I would like to ask you about the way we teach the information – because this is often as important as the 
information itself.   

 
Exercise 3 
8. Using the same set of cards, we would like you to indicate which sessions you found to be enjoyable.  Please use the 

GGGRRREEEEEENNN pen to put a dot on the sessions you enjoyed doing.  You can choose up to ten.  For the topics you did not 
enjoy, please do not put a dot.  (For example, if you only enjoyed 8 topics, then only put 8 dots).   

 
Thank you for that.  People prefer to learn in different ways.  Now we are interested in your learning preferences. 
 

 Exercise 4 
9. Here is a different set of cards.  This time the 5 cards represent the teaching styles that might have been used by your 

AUSCO teacher.  The 5 options are: 
- teacher led, such as a lecture 
- role plays – where you acted out the topic 
- audio-visual – you might have watched a video or DVD  
- discussions, and 
- group exercises 

 
Please now use your RRREEEDDD pen and put a RRREEEDDD dot on the 3 of these 5 teaching methods that suited you better.   
 
Thank you very much.  While we are thinking about teaching styles I would like to ask you a question.   
 
10.   Are there any ways that we could improve the ways we teach the AUSCO course? 

 
Thank you.  This is the end of the exercises.  Please take your seats again.  Now I would like to ask you some last 
questions about the handbook you might have received.   

 
11.   This is the AUSCO Handbook.  (Hold up a copy.) We started to give out handbooks about 18 months ago.  First, can 

you please put your hand up if you did receive an AUSCO handbook? (count yes/no) 
 

12.   Please put your hand up again if you still have your handbook? (count)  
 

13.   Have you used your handbook since you arrived in Australia? You may use the topic cards to show us which topics 
you have used if you like.  (Visual prompts and show of hands) 

 
14.   AUSCO covers a wide range of topics.  Do you think any of this information would be better for you to learn after you 

arrive?   
 
That’s it for our discussion.   

Please stay a little while and enjoy some refreshments.  Tarita will give you your expenses allowance – please sign to say you 
have received this.   

Thank you so much for coming in to speak with us, your comments will be very helpful. 
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 Appendix E 
AUSCO 2009 Discussion questions for onshore DIAC staff 

 
Thank you for your time in speaking with us today.  To clarify, this is not a review of the AUSCO service providers or the IHSS 
and other settlement service providers.  This is a strategic / policy level review of the overall AUSCO program and the 
supporting contract and administrative arrangements. 
 
We are interested in your views on the effectiveness of AUSCO in helping to prepare refugees for travel and in relation to what 
to expect on arrival.  Any suggestions you have to improve either the content or delivery of the program will be welcome.   
 
We are also interested in your views on how well AUSCO links in to post arrival services and support and whether there is any 
scope to improve or strengthen these linkages. 
 
We have a series of questions to guide our discussion today and would appreciate your candid and considered views.  All views 
are valid and it is not necessary for us to reach consensus on the questions posed.   
 
Date:  
Location:  
Agency/s:  
Present:  
E-team  
A.  Awareness of AUSCO  
 
Q.1 In your own words, what do you believe to be the key objectives and aims of AUSCO? 
Q.2 What information have you received about AUSCO? Do you feel that you have a good understanding about what is 
covered in AUSCO?  
B.  Perceived outcomes of AUSCO 
 
Q.3.   We would like to run through the list of topics covered in the AUSCO curriculum.  From your observation of arrivals, 
can you please tell us the extent to which the foundations appear to have been laid for new arrivals and whether any particular 
issues have emerged that AUSCO could better address? 
In terms of the extent of preparation, please use the following scale:   
1 – Don’t know/ unable to assess  
2 – Not prepared at all 
3 – Somewhat prepared 
4 – Well prepared 
(Write down number of people choosing scales and record comments). 
Topic  Extent of 

preparation 
(1 to 4) 

Issues observed 

Preparing for travel   
The journey to Australia   
Australia – the facts 
(geography, climate etc) 

  

Settling in    
Cultural adjustment   
Health care   
Education    
Finding a job   
Money management   
Housing   
Transport   
Australian law    
 
Q.4 Are there other topics that you feel should be included on the AUSCO curriculum? If yes, please explain why and who 

would benefit.   
Q.5 What do you think is the ideal duration of an AUSCO course? 
 1–3 days  4–6 days  7–10 days 
 
Q.6 Considering the breadth of the AUSCO curriculum and the volume of information that new arrivals need, what are 
your views on the balance of information that is delivered offshore and onshore? 
 

C. Linkages / synergies between AUSCO and post arrival settlement services 
Q.7 From your observations, do you consider that AUSCO clients have a realistic expectation and knowledge of what to 
expect from IHSS and other settlement services after they arrive? Please explain your response.   
Q.8 Do you have any suggestions for how the linkages between AUSCO and the onshore settlement programs could be 
improved? Is there anything DIAC could do better?  
Q.9 Do you have any other comments or suggestions? 
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Appendix F 
AUSCO 2009 Discussion questions for IHSS Service Providers 

 
Thank you for your time in speaking with us today.  To clarify, this is not a review of the AUSCO service providers or the IHSS 
and other settlement service providers.  This is a strategic / policy level review of the overall AUSCO program and the 
supporting contract and administrative arrangements. 
 
We are interested in your views on the effectiveness of AUSCO in helping to prepare refugees for travel and in relation to what 
to expect on arrival.  Any suggestions you have to improve either the content or delivery of the program will be welcome.   
 
We are also interested in your views on how well AUSCO links in to post arrival services and support and whether there is any 
scope to improve or strengthen these linkages. 
 
We have a series of questions to guide our discussion today and would appreciate your candid and considered views.  All views 
are valid and it is not necessary for us to reach consensus on the questions posed.   
 
Date:  
Location:  
Agency/s:  
Present:  
E-team  

A. Awareness of AUSCO 
Q.1 What information have you received about AUSCO? Do you feel that you have a good understanding about what is 
covered in AUSCO?  
Q.2 In your own words, what do you believe to be the key objectives and aims of AUSCO? 
  B. Impressions of how well AUSCO prepares clients for travel.   
Q3.   In your experience in greeting and assisting humanitarian entrants who have completed AUSCO, how well do you 
consider these clients have been prepared to travel to Australia?  
 Very well  Well  Not well   Can’t assess 

C. Impressions of how well AUSCO prepares clients in relation to what to expect in Australia 
Q4.   In your experience in assisting humanitarian entrants, how well do you consider the clients who have undertaken 
AUSCO have been prepared generally in relation to what to expect about life in Australia? (We will ask your views on specific 
aspects of life in Australia in the next question).   
 Very well  Well  Not well   Can’t assess 
(Note number of people who choose rating) 
Q5.   We would like to now run through the list of topics covered in the AUSCO curriculum.  From your observation of 
arrivals, can you please tell us the extent to which the foundations appear to have been laid for new arrivals and whether any 
particular issues have emerged that AUSCO could perhaps better address? (Hand out summarised curriculum sheet).   
In terms of the extent of preparation, please use the following scale:  
1 – Don’t know/ unable to assess  
2 – Not prepared  
3 – Well prepared 
4 – Very well prepared 
Topic  Extent of preparation (1 to 4) Issues observed 
Australia – the facts    
Settling in    
Cultural adjustment   
Health care   
Education    
Finding a job   
Money management   
Housing   
Transport   
Australian law    
Family roles    
Q.6 Are there other topics that you feel should be included on the AUSCO curriculum? If yes, please explain why and who 

would benefit.   
Q.7 What do you think is the ideal duration of an AUSCO course? 
 1–3 days  4–6 days  7–10 days 
Q.8 Considering the breadth of the AUSCO curriculum and the volume of information that new arrivals need, do you have 
any views on the balance of information that is delivered offshore and onshore? 

D. Linkages / synergies between AUSCO and post arrival settlement services 
Q.9 From your observations, do you consider that AUSCO clients have a realistic expectation and knowledge of what to 
expect from IHSS and other settlement services after they arrive? Please explain your response.   
Q.10 Do you have any suggestions for how the linkages between AUSCO and the onshore settlement programs could be 
improved? 
Q.11 Do you have any other comments or suggestions?  
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Appendix G 
AUSCO 2009 Discussion questions for onshore Stakeholders 

 
Thank you for your time in speaking with us today.  To clarify, this is not a review of the AUSCO service providers or the IHSS 
and other settlement service providers.  This is a strategic / policy level review of the overall AUSCO program and the 
supporting contract and administrative arrangements. 
 
We are interested in your views on the effectiveness of AUSCO in helping to prepare refugees for travel and in relation to what 
to expect on arrival.  Any suggestions you have to improve either the content or delivery of the program will be welcome.   
 
We are also interested in your views on how well AUSCO links in to post arrival services and support and whether there is any 
scope to improve or strengthen these linkages. 
 
We have a series of questions to guide our discussion today and would appreciate your candid and considered views.  All views 
are valid and it is not necessary for us to reach consensus on the questions posed.   
 
Date:  
Location:  
Agency/s:  
Present:   
E-team:  
 
A.  Awareness of AUSCO 
Q.1 In your own words, what do you believe to be the key objectives and aims of AUSCO? 
Q.2 What information have you received about AUSCO? Do you feel that you have a good understanding about what is 
covered in AUSCO?  
 
B.  Impressions of AUSCO outcomes 
Q.3  We would like to run through the list of topics covered in the AUSCO curriculum.  From your observation of arrivals, 
can you please tell us the extent to which the foundations appear to have been laid for new arrivals and whether any particular 
issues have emerged that AUSCO could better address? 
 
In terms of the extent of preparation, please use the following scale:   
1 – Don’t know/ unable to assess  
2 – Not prepared at all 
3 – Prepared 
4 – Well prepared 
(Write down number of people choosing scales and record comments). 
 
Topic  Extent of 

preparation 
(1 to 4) 

Issues observed 

Preparing for travel   
The journey to Australia   
Australia – the facts    
Settling in    
Cultural adjustment   
Health care   
Education    
Finding a job   
Money management   
Housing   
Transport   
Australian law    
.   
Q.4 Are there other topics that you feel should be included on the AUSCO curriculum? If yes, please explain why and who 

would benefit.   
Q.5 What do you think is the ideal duration of an AUSCO course? 
 1–3 days  4–6 days  7–10 days 
Q.6 Considering the breadth of the AUSCO curriculum and the volume of information that new arrivals need, what are 
your views on the balance of information that is delivered offshore and onshore? 
C.  Linkages / synergies between AUSCO and post arrival settlement services 

Q.7 From your observations, do you consider that AUSCO clients have a realistic expectation and knowledge of what to 
expect from IHSS and other settlement services after they arrive? Please explain your response.   
Q.8 Do you have any suggestions for how the linkages between AUSCO and the onshore settlement programs could be 
improved? Is there anything DIAC could do better? 
 Q.9 Do you have any other comments or suggestions? 
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Appendix H 
AUSCO Evaluation 2009 – Stakeholder respondent rating scale 

 
In some of the questions we ask you we request that you respond with an indicative rating scale.  This scale is described below: 
 
Scale Term Description 

4 Well prepared 
 
 
 

- Clients seem to cope very well with this aspect of settlement 
- No major issues observed 
- Clients know where to find information 
- Clients understand roles of various providers and services 
- Foundations have been effectively laid for onshore settlement support 

3 Prepared 
 
 
 

- Clients cope well with this aspect 
- Few major issues observed  
- Clients might not know how to find information but know who to ask 
- Clients seem to know broad roles of onshore providers  
- Foundations have been laid for onshore settlement support 

2 Not prepared 
 
 
 

- Clients do not appear to be managing this aspect well 
- major issues observed 
- Clients do not seem to know where to find information 
- Clients do not seem to know what support to expect or the broad roles of 

various providers 
- Foundations not laid for settlement 

1 Unable to assess 
 
 
 

Not able to ascertain where clients’ rate because: 
- not been in job / position long enough 
- insufficient direct interaction with clients on this topic / matter has not been 

broached with clients 
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Appendix I 
Evaluation of AUSCO 2009 – questionnaire for the IOM trainers 

 
Thank you for your time in completing this questionnaire.  To clarify, this is not a review of the IOM as the AUSCO service 
provider.  This is a strategic / policy level evaluation of the overall AUSCO program and the supporting contract and 
administrative arrangements.  The outcomes of the evaluation will be used to help determine whether there should be any 
changes to the next contract for the delivery of AUSCO. 
 
We are interested in your views on the effectiveness of AUSCO in helping to prepare humanitarian clients for travel and in 
relation to what to expect on arrival.  Any suggestions you have to improve either the content or delivery of the program will be 
welcome.   
 
If you have any questions regarding the evaluation or this questionnaire please contact either Karen or Gus by email at 
Karen.Sutcliffe@immi.gov.au or Gus.Overall@immi.gov.au.   
 
When you have completed your questionnaire please email it back directly to either Karen or Gus at the email 
addresses above.  Your response by 15 May 2009 would be appreciated.   
 
Part 1: Your training background   (Please tick (E) the appropriate boxes)12 
 
Q.1 How long have you been an IOM AUSCO trainer?  
 Less than 12 months  12 months to 3 years 
 More than 3 years   More than 5 years  
Q.2 How many AUSCO courses have you presented?  
 1 to 5 courses  6 to 10 courses 
 11 to 20 courses  21 plus courses 
Q.3 Where do you provide training? 
 Africa  Middle East 
 SE Asia  Asia 
 Other   
Q.4 What nationalities are the clients you deliver AUSCO to? 
Q.5 What training or delivery of education qualifications do you hold?  
Part 2: Your views on the current AUSCO curriculum 
We understand that AUSCO clients from different geographic regions and with different experiences will have varied learning 
needs.  Please answer the following questions with the clients that you deliver courses to in mind.   
 
Q.6 In your teaching experience, which topics on the AUSCO curriculum do you consider have been of most benefit to 
your clients? Please indicate whether you consider topics to be generally of High, Medium or Lower importance by placing a tick 
(E) in the rating of your choice.   
 
Topic  High 

importance 
Medium 
importance 

Lower 
importance  

Preparing for travel    
The journey to Australia    
Australia – the facts (geography, climate etc)    
Regional and rural Australia    
Settling in     
Cultural adjustment    
Health care    
Education     
Finding a job    
Money management    
Housing    
Transport    
Australian law     
Family roles (as covered in the Family Day)     
Q.7 Please describe how you decide which topics to deliver in an AUSCO course.  Do you feel that the AUSCO 
curriculum has enough variety for you to tailor the content to suit each class? 
 Q.8 Are there any topics that you rarely need to deliver?  

Q.9 Are there any topics that you feel should be included in the curriculum? If yes, please explain why and who would benefit.   
Q.10 Ideally, how long do you consider an AUSCO course should be? 

 1–3 days  4–6 days  7–10 days 
Q.11 Do you consider that you have all the supporting tools and resources that you need to deliver good quality courses? 
 
Yes    No  
If you chose ‘no’, what else do you need? Please explain your comments.   
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Q.12 What questions (if any) do your clients ask about aspects of life in Australia that you do not feel well qualified to 
teach?  
Q.13 Do you have any suggestions for how the AUSCO Handbook could be improved? 
 
Yes    No  (go to Question 14) 
If you chose ‘yes’ please describe your suggestions in the box below.   
 
Q.14 Do you have any suggestions for how the AUSCO DVD could be improved? 
 
Yes    No  (go to Question 15) 
If you chose ‘yes’ please describe your suggestions in the box below.   
 
Q.15 In your experience, what practical activities have you found to be the most effective for your clients, and why? 
Q.16 Are there any other activities you would like to include? If so, what are these and how would you propose to deliver 
them?  
Part 3: Benefits and challenges of AUSCO 
 
Q.17 Improvement in confidence is often cited as a benefit of attending AUSCO.  Do you generally notice any changes in 
the level of confidence clients have about their pending travel to and settlement in Australia during the AUSCO course?  
 
Yes    No   
Q.18 What indicators tell you about changes in clients’ levels of confidence? 
Q.19 Aside from improvement in confidence, are there other benefits of AUSCO for your clients? If so, please list these in 
the box below.   
Q.20 What challenges have arisen for you as an AUSCO trainer? Have these affected your ability to deliver quality AUSCO 
courses? If so, how?  
Q.21 Do you have any comments on the training and preparation you receive as an AUSCO trainer? Do you have any 
suggestions for how this could be improved? 
 Q.22 Is there anything else you would like to tell us about AUSCO? 
 
Thank you very much for taking the time to complete our questionnaire. 
 We appreciate your comments.   
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 Appendix J 
Evaluation of AUSCO 2009 – questionnaire for the IOM trainers 

 
Thank you for your time in completing this questionnaire.  To clarify, this is not a review of the IOM as the AUSCO service 
provider.  This is a strategic / policy level evaluation of the overall AUSCO program and the supporting contract and 
administrative arrangements.  The outcomes of the evaluation will be used to help determine whether there should be any 
changes to the next contract for the delivery of AUSCO. 
 
We are interested in your views on the effectiveness of AUSCO in helping to prepare humanitarian clients for travel and in 
relation to what to expect on arrival.  Any suggestions you have to improve either the content or delivery of the program will be 
welcome.   
 
If you have any questions regarding the evaluation or this questionnaire please contact either Karen or Gus by email at 
Karen.Sutcliffe@immi.gov.au or Gus.Overall@immi.gov.au.   
 
When you have completed your questionnaire please email it back directly to either Karen or Gus at the email 
addresses above.  Your response by 15 May 2009 would be appreciated.   
 
Part 1: Your training background   (Please tick (E) the appropriate boxes)13 
 
Q.1 How long have you been an IOM AUSCO trainer?  
 Less than 12 months  12 months to 3 years 
 More than 3 years   More than 5 years  
Q.2 How many AUSCO courses have you presented?  
 1 to 5 courses  6 to 10 courses 
 11 to 20 courses  21 plus courses 
Q.3 Where do you provide training? 
 Africa  Middle East 
 SE Asia  Asia 
 Other   
Q.4 What nationalities are the clients you deliver AUSCO to? 
Q.5 What training or delivery of education qualifications do you hold?  
 Part 2: Your views on the current AUSCO curriculum 
We understand that AUSCO clients from different geographic regions and with different experiences will have varied learning 
needs.  Please answer the following questions with the clients that you deliver courses to in mind.   
 
Q.6 In your teaching experience, which topics on the AUSCO curriculum do you consider have been of most benefit to 
your clients? Please indicate whether you consider topics to be generally of High, Medium or Lower importance by placing a tick 
(E) in the rating of your choice.   
 
Topic  High 

importance 
Medium 
importance 

Lower 
importance  

Preparing for travel    
The journey to Australia    
Australia – the facts (geography, climate etc)    
Regional and rural Australia    
Settling in     
Cultural adjustment    
Health care    
Education     
Finding a job    
Money management    
Housing    
Transport    
Australian law     
Family roles (as covered in the Family Day)     
Q.7 Please describe how you decide which topics to deliver in an AUSCO course.  Do you feel that the AUSCO 
curriculum has enough variety for you to tailor the content to suit each class? 
 Q.8 Are there any topics that you rarely need to deliver?  

Q.9 Are there any topics that you feel should be included in the curriculum? If yes, please explain why and who would benefit.   
Q.10 Ideally, how long do you consider an AUSCO course should be? 

 1–3 days  4–6 days  7–10 days 
Q.11 Do you consider that you have all the supporting tools and resources that you need to deliver good quality courses? 
Yes    No  
If you chose ‘no’, what else do you need? Please explain your comments.   
 
Q.12 What questions (if any) do your clients ask about aspects of life in Australia that you do not feel well qualified to 
teach?  

                                                 
 



DIAC-in-confidence 

AUSCO Evaluation 2009 80 

Q.13 Do you have any suggestions for how the AUSCO Handbook could be improved? 
Yes    No  (go to Question 14) 
If you chose ‘yes’ please describe your suggestions in the box below.   
Q.14 Do you have any suggestions for how the AUSCO DVD could be improved? 
Yes    No  (go to Question 15) 
If you chose ‘yes’ please describe your suggestions in the box below.   
Q.15 In your experience, what practical activities have you found to be the most effective for your clients, and why? 
Q.16 Are there any other activities you would like to include? If so, what are these and how would you propose to deliver 
them?  
Part 3: Benefits and challenges of AUSCO 
 
Q.17 Improvement in confidence is often cited as a benefit of attending AUSCO.  Do you generally notice any changes in 
the level of confidence clients have about their pending travel to and settlement in Australia during the AUSCO course?  
Yes    No   
Q.18 What indicators tell you about changes in clients’ levels of confidence? 
Q.19 Aside from improvement in confidence, are there other benefits of AUSCO for your clients? If so, please list these in 
the box below.   
Q.20 What challenges have arisen for you as an AUSCO trainer? Have these affected your ability to deliver quality AUSCO 
courses? If so, how?  
Q.21 Do you have any comments on the training and preparation you receive as an AUSCO trainer? Do you have any 
suggestions for how this could be improved? 
 Q.22 Is there anything else you would like to tell us about AUSCO? 
 
Thank you very much for taking the time to complete our questionnaire. 
 We appreciate your comments.   
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Appendix K 
AUSCO Evaluation 2009 – Detailed comments received on each of the AUSCO topics 

by onshore stakeholders and client focus groups 
 Preparing for Travel to Australia  
Client focus group comments: 
Pre departure information is highly valued.  (Corio – Karen) 
Packing/travelling information is highly valued.  (Launceston – Chin) 
 
Onshore stakeholder comments: 
Flight connections for proposer families can be an issue.  (IHSS Hobart) 
Need to know food is free on international flights but might NOT be on domestic flights.  (IHSS Hobart) 
There are transit support issues – clients are not being met, and not given enough money, food or water.  (IHSS Hobart, 
clients Launceston, MMRC WA, MRC SA, Centrelink MCB) 
Need to know Australian Government pays for them to come – not home govt (IHSS Hobart). 
Clients think IOM provides AUSCO – need to know it is DIAC.  (Centacare, WA)  
Some clients are sick prior to travel.  (MMRC WA) 
IHSS WA does the incoming passenger cards on arrival and uses an interpreter – is not convenient that these are half 
filled out already.  (MMRC WA) 
Clients need more on planning for the flights and transit times.  (MRC SA) 
Some cases of dehydration in summer and clients need to know planes are cold and need to bring adequate clothing 
and can ask for blankets.  (MRC SA) 
Most clients can manage their baggage and other on arrival processes on arrival…older people (over 45’s) struggle with 
the on-arrival processes.  (NSW ACL) 
Some people are too scared to say if they are sick on the plane or did not cope for fear of being returned.  (NSW ACL) 
Clients are generally prepared very well but can depend on where they are coming from.  (NSW SGP/MRC) 
There have been a number of clients who arrived dehydrated and sick because they had not eaten or drunk anything on 
the plane – some had to be hospitalised.  Would like AUSCO to emphasise that they must eat and drink and can ask for 
alternative food – both for wellness during travel but also because they will have medicals and blood tests shortly after 
arrival and must not be dehydrated.  (NT IHSS) 
The clients that have done AUSCO do seem to be less anxious overall than those who have not.  The arrivals who have 
not done AUSCO require a full 2 days of immediate orientation.  (NT IHSS) 
Journey to Australia 
Client focus group comments: 
Some experienced difficulties around transit assistance.  (Corio – Karen) 
There was no transit assistance.  (Launceston – Chin) 
7–8 of 11 experienced significant difficulties with departure delays and transit.  (Launceston – African) 
Journey to Australia – need more information on declaring foods etc – people are afraid to ‘declare’…also 
issues/misunderstandings about how much the kilo allowance is for clients leaving Nepal.  (Adelaide – Bhutanese) 
Quarantine and Customs issues – consistent/correct advice in classes.  Keep advice on customs simple and to the point 
– clients say it can seem complicated.  (Adelaide – Afghan) 
 
Onshore stakeholder comments: 
Burmese have been bringing in prohibited items.  (DIAC VIC, AMES VIC) 
Need a clear message re not bringing bulk supplies of paracetamol and other medications.  (VIC AMES) 
Don’t hide anything in your luggage and CHECK any presents people ask you to carry.  (Vic AMES) 
Some issue with clients bringing in natural and herbal remedies, and dried fish.  (MMRC WA) 
DFTTAs are very important and must be double checked for accuracy prior to departure – must also be guarded 
carefully as key identity docs.(DIAC WA) 
Needs to be reinforced for African clients.  (RCOA VSA) 
It is the experience of Bhutanese and occasionally Burmese clients that they do not expect IHSS workers at the airport 
when they arrive so some clients are very grateful to see them.  (DIAC NT) 
Australia – the facts (geography, climate etc)  
Client focus group comments: 
More general information on Australia (realistic and location specific).  (Hobart – Bhutanese/Afghan) 
States issue – wish there had been more information provided about the particular state they were going to.  (Auburn – 
Burmese) 
Those who conduct the course say it is safe in A/a but we were surprised that there are crimes.  (Auburn – Iraqi) 
We were told it was going to be very clean in Australia but maybe that was overstated.  (Parramatta – Afghan) 
More information on Australian signs and symbols eg, swimming at beach.  (Perth – Burundi) 
 
Onshore stakeholder comments: 
Some clients don’t have climate suitable clothing.  More information on climate and choice of images in the DVDs to 
assist in the perceptions.  (AYAD, MRC SA) 
More on the cost of living and relative value/worth of items. 
Some clients no concept of maps, distance or time zones (VIC AMES)  
Clients report a sense of isolation – that Australians are inside not outside – no sense of community – sometimes feel 
they are being avoided.  (IHSS Hobart).   
Need more on rural and regional Australia.  (DIAC TAS) 
Need more specific information on where going.  (IHSS Launceston, DIAC TAS) 
Kit sometimes delivered too far in advance of travel and they forget.  (Centrelink MCB) 
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An ex refugee caseworker said some AUSCO trainers not well trained and if they do not know the right answer to 
questions they should not try to guess.  (ACL NSW) 
The Australian flag explanation is far too early in the course and should be left for later if at all, same for queen as head 
of state etc.  (RCOA VSA) 
Bhutanese were told about Darwin cyclones and said they were almost too scared to come! (DIAC NT) 
Settling in  
Client focus group comments: 
Centrelink was portrayed to be like the CIA in that they knew everything about you – how much help actually available 
on arrival by Centrelink was not provided.  (Auburn – Iraqi) 
Told they would receive money from Centrelink while studying but it was not enough $238 per fortnight? Paid but text 
books too expensive.  (Auburn – Iraqi) 
No interpreter service available all the time now in Australia so unable to follow/ask/find out more about our 
rights…Interpreters are expensive, greater difficulty accessing interpreters than expected.  (Wagga Wagga – Burmese) 
Centrelink benefits are not enough.  (Brisbane – Hazara) 
Visually impaired client requested information at AUSCO about services for disabled in A/a but IOM could not/did not 
advise (maybe more information for disability services??).  (Cairns – Bhutanese) 
Tax File Number – did not have to go to the ATO as previously advised to obtain but Centrelink did it on-line.  (Cairns – 
Bhutanese) 
Would like to hear more about more specifics and other programs re settling in rather than just Government services.  
(Adelaide – Bhutanese) 
Some more information on TIS – people are not using it as they do not know how to utilise it.  Need more orientation on 
this service – suggest the use of role plays at AUSCO – ie ringing through and using the interpreter.  (Adelaide – 
Bhutanese) 
It can take a long time to arrange an interpreter from TIS – AUSCO advised them that if they needed an interpreter just 
call TIS and they will get an interpreter straight away – in reality they need to wait one hour.  (Adelaide – Burmese) 
 
Onshore stakeholder comments: 
Centrelink role could be better explained – clients can think their support and allowances are forever – this is a 
significant part of their lives and needs detailed coverage.  (Centacare WA, Centrelink MCB)  
People seem to be unaware that they will be required to attend multiple interviews after arrival.  (Centrelink MCB) 
DOB and naming conventions an issue – need to know consequences of inconsistent or inadequate ID.  (APCC 
member, IHSS Launceston, VSA) 
More realistic expectation of when to sponsor further family and better context of overall Humanitarian Program.  (APCC 
member, DIAC TAS, IHSS SA)  
Clients need to know that the govt funds all the settlement programs – very important so they know they can refuse 
unwanted services or complain if needs be.  (DIAC VIC) 
Need to know that govt agencies routinely collect feedback to improve future services.  (DIAC VIC) 
Practical use of a telephone.  (VIC AMES) 
How to obtain an interpreter or use TIS.  (VIC AMES) 
Was a group of clients who thought they all had to repay their Centrelink benefits once they got a job.  (IHSS 
Launceston) 
Naming conventions – also need to know the connotations of choosing English names – some choosing very old-
fashioned ones, e.g. Doris – risk of being teased.  (IHSS Launceston) 
Need to stress that after arrival they are ‘permanent residents of Australia’ and are no longer refugees.(MMRC WA) 
Rights and responsibilities may need to be simplified and more work in this area – LINK responsibilities to expectations 
of what will be provided and what need to manage themselves.  (MMRC WA). 
Need to make very clear that IHSS is up to 6 months and if they are advanced they can be exited earlier. 
Need to know that govt doesn’t pay for relocation to other states and that IHSS factors are only allocated once.  (MRC 
SA). 
Clients from the Middle East expect to receive a computer.  (DIAC WA) 
Need to know can access mainstream services as well as DIAC ones.  (DIAC WA) 
Needs more on the settlement continuum and the flexibility of IHSS and SGP and other services available after 
IHSS.(DIAC SA) 
Need to understand that although they will be safe and well fed in Australia, settlement is still a phase in their journey 
and that ‘settlement’ could take generations.  (SA SGP) 
Need to appreciate the importance of having something to do.  (SA SGP) 
Need to know that as settlers they have a role in community capacity building – consider volunteering to help – also 
contribution to regional retention strategies (SA SGP). 
Concept of ladder of success – role of IHSS and DIAC is to help them step onto the first rung but they must reach out for 
that rung and continue to climb themselves.(SA SGP) 
Need to reinforce the message that Centrelink provisions are not sufficient to have a comfortable existence – that there 
will not be surplus funds to remit to family in the camps.  (ACL NSW) 
Need to reinforce dialling 000 for emergencies.  (NSW DIAC) 
Better explanation of how to access Telephone Interpreter Service.  (NSW DIAC) 
Important that clients are provided at AUSCO with a description of what the minimum level of IHSS services will be when 
they arrive…and also the implications for them transferring interstate following initial settlement and what doing this may 
have on these entitlements.  (QLD IHSS providers) 
Need to explain at AUSCO differences in entitlements for visa s/c 200 and 202s, plus more about citizenship and 
relatives/families responsibilities in terms of ongoing support for new arrivals.  (WA DIAC) 
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Cultural adjustment 
Client focus group comments: 
Clients would have appreciated more of an historical view of Australian multiculturalism so they understood how recent 
some migrants had arrived in certain areas.  (Hobart – Karen & African) 
One person thought that no-one was allowed to smoke in Australia but she found someone smoking next to her in 
Australia.  (Wagga Wagga – African) 
One person was told Australians don't litter/throw rubbish on the street, but they realise on arrival that people do 
litter/leave rubbish behind.  (Wagga Wagga – African) 
Different understanding of 'friendliness' – person was told Australians are 'friendly' people, but definition of 'friendly' as 
understood by Africans is different – Australians are very independent but 'friendliness' didn't necessarily equate to a 
communal sense of interdependence.  (Wagga Wagga – African) 
Would like to have learned more at AUSCO about how to live with neighbours (Brisbane –Karen) 
More assistance with cultural adjustments to avoid dependence on drugs and alcohol and more information about 
psychological support.  People come with high expectations and can be disappointed and overwhelmed.  (Perth – 
Burundi) 
 
Onshore stakeholder comments: 
Is very difficult for the older clients, easier for the younger ones.  Level of adjustment and feedback on this aspect is 
mixed in the exit interviews.   
Clients tend to expect that the uncertainty of their lives as refugees will vanish once they arrive in Australia – need to 
know that uncertainty will continue, but on different facets – need a better concept of the transitional phases of 
settlement.  (IHSS WA) 
Group gatherings can be an issue – anxiety of other residents and generates police presence.  (APCC member, 
Centrelink MCB) 
Need to know about items that could be construed as a weapon.  (APCC member) 
Domestic violence remains an issue.  (APCC member, DIAC VIC, AMES VIC) 
More work required on the multicultural nature of Australia.  (DIAC VIC; IHSS Launceston, APCC member) 
Need more exposure to Australian-English and to know that accent is different and Australians speak very quickly.  
(IHSS Launceston, AYAD participant)  
Need to understand the importance of English.  (IHSS Hobart) 
Clients feel isolated – are inside not outside, no sense of community, worry that they are being avoided.  (IHSS Hobart) 
More on no spitting.  (AYAD participant) 
Needs more work, especially regarding culture shock. 
More on the time it takes to get established and the division of responsibility between providers and clients.  (MRC SA) 
Need to be more warned about skimpy clothing and also re level of alcohol consumption and associated behaviours.  
(MRC SA).   
Needs discussion on noise levels in suburban housing – not to disturb and upset neighbours and what to do if are 
disturbed by their neighbours (note, this can impact on accommodation as will ask to be moved).  (MRC SA) 
Need more on importance of timely attendance – especially for work experience, and courtesy of informing people if not 
coming or will be late.(DIAC SA) 
Also need to know about the potential impact that negative behaviours might have on public perception of their 
community.  (DIAC SA) 
Many families break up due to the changing family roles, need more on this .(SA SGP) 
Some communities become aggressive and abusive, inc to CL staff, once they have been in Australia a while – seem to 
think this is necessary to get their way.  (Centrelink MCB) 
Some new clients have trouble with seeing women smoking and driving.  (ACL NSW) 
If family already here than adjustment is usually easier.  (ACL NSW) 
Also easier if some English is spoken.  (ACL NSW) 
Changes in family roles a big issue – Centrelink payments going to mothers can upset family dynamics – families require 
a better understanding of changes ahead for all members including young people…they need to know that family 
dynamics will change.  (ACL NSW) 
Can be issues to come to terms with around cultural modesty in new housing arrangements.  (ACL NSW) 
Health care 
Client focus group comments: 
No.  of immunisations required was surprising.  (Launceston – African) 
Information on prescription medicines would be useful.  (Broadmeadows – Assyrian) 
Information on prescription medicines would be useful.  (Dandenong – Afghan) 
Health Care Card Vs Concession card – need to know that they are one and the same.  (Perth –Burmese) 
Need to explain concept of “low income” and if you have a serious health problem you can go to the hospital, don’t have 
to wait.  (Adelaide –Bhutanese) 
 
Onshore stakeholder comments: 
Can be worried they will be sent back if get sick and don’t report they are having medical issues. 
Don’t understand the role of the T&T counsellors – need more on this and level of professionalism and confidentiality.  
(IHSS Vic, IHSS Launceston, MRC SA, DIAC SA) 
No concept of mental health issues.  (DIAC VIC) 
Oral and dental hygiene an issue.  (DIAC VIC, IHSS Launceston)) 
Personal hygiene and balancing this with water restrictions.  (VIC AMES) 
More detail on length of time to do medicals and immunisation programs.  (Goulburn IHSS, Centrelink MCB) 
More information about treatments and retesting e.g. TB.  (Goulbourn IHSS) 
Eyesight a major issue and adversely impacts on settlement when can’t see properly – reduces confidence.  (IHSS 
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Launceston) 
Must know to bring all immunisation records.  (IHSS Hobart) 
More on concept of counselling – were supportive of concept of ‘whole of self’ health component being explored.  Need 
to convey that this is all part of the post arrival service and is designed to make them feel more comfortable in their 
settlement.  (IHSS WA). 
Need to know about system of appointments, how to see GP, need to be on time and need to know that GP and family 
doctor are the same – and that house calls are not usual.  (MMRC WA) 
Some clients receive a diagnosis after arrival due to more thorough assessment, can be a shock and need to know this 
could occur.(DIAC WA) 
Need examples of health care cards (VSA) 
They know the basics – the theory but not the practise.  (NSW ACL) 
Sometimes shocked though when confronted with waiting lists and times.  (NSW ACL) 
Generally think all medication is free.  (NSW ACL) 
Some think that they will have to pay for private health care for more serious health conditions.(NSW ACL) 
Bhutanese keen to know more details about Health care, education and finding a job.  (DIAC NT) 
Counselling is a foreign concept but they need to know that this can be of benefit for them.  Needs to be put in the 
context of overall settlement and healing process.  Some advice on the symptoms of stress and some simple 
management techniques would be beneficial – especially if it is something they can use to help them during their travel.   
Need more information on the initial health checks and blood tests required and that these are for kids too – clients 
seem taken aback by the speed and extent of these – need to know to bring all previous records.  Also need to be able 
to distinguish between the on-arrival checks and their purpose vs any longer-term medical issues.  (NT IHSS) 
Education  
Client focus group comments: 
Found that it was difficult to get qualifications recognised.  (Broadmeadows – Assyrian) 
More information needed on children’s education.  (Launceston – Bhutanese) 
Significant responses regarding the way the Australian education system is explained in AUSCO.  (NOTE: No intensive 
English colleges exist in Tasmania – students enter the system straight away with an ESL tutor).  More information was 
requested on age based education system (Australian model), recognition of skills/qualifications, more emphasis on 
learning English.  (Launceston –African) 
More information on education (including age/grade) + recognition of skills and educational achievements.  (Hobart  –
Karen &African) 
AUSCO did not emphasise enough higher education and how to qualify.  (Auburn – Iraqi) 
We were told about AMEP and the 510 hours of English training– English is very important but AMEP focuses too much 
on grammar – conversational English is more important to be taught to help people find employment and integrate into 
the broader community.  (Parramatta – Afghan) 
Home tutor for AMEP.  – 510 hours of English not enough.  (Perth – Burundi) 
Need further details/explanation of HECS.  (Adelaide – Bhutanese) 
Was told IHSS support would be three months.  (Adelaide – youth group) 
 
Onshore stakeholder comments: 
Knowledge of school system is OK.  Sometimes are reluctant to go to AMEP but know they need it for Citizenship test.  
Greater context on AMEP and what will be taught.  (Goulburn IHSS). 
Some issues with young adults who have not been through an education system and who are sent to CIT due to age but 
want and need to go to High School. 
Qualifications recognition.  (VIC AMES, MRC SA) 
African kids talking back to teachers.  (DIAC VIC) 
Parents expectations of kids too high.  (DIAC VIC, VIC AMES) 
Unprepared to be allocated class according to age rather than ability.  (IHSS Launceston, Clients Launceston)  
Poor eyesight adversely affects capacity to participate and learn.  (IHSS Launceston)  
Would be good for IHSS case workers to know in advance what education and skills arrivals have and whether have a 
trade or small business skill – perhaps AUSCO could ask this? (DIAC WA) 
Need to know more about the role of parents in the Australian Education system (SA has an SGP project on this 
topic).(DIAC SA) 
Importance of English.  (SA SGP) 
Most people know that it is free.  (NSW ACL) 
People should be advised that there may not necessarily be general accessibility for interpreters for some dialects.(NSW 
ACL) 
Clients need to be encouraged to access AMEP as soon as possible for all family members.  (NSW DIAC) 
Finding a job 
Client focus group comments: 
Were surprised by levels of unemployment.  (Broadmeadows – Assyrian) 
Could use a section on the concept of volunteering/how to volunteer in order to get a job.  (Corio – Karen) 
Would like more information on jobs (references, trades/manual jobs).  Found that jobs themselves were said to be easy 
to find, but have actually been very difficult.  (Hobart  – Bhutanese & Afghan) 
Need better explanation/details of Job Network.(Adelaide – Bhutanese) 
It's not easy to get a job – especially for young people.  Need more information on how to obtain references.  More 
information regarding how to find a job, not just the interview process.  Learning to deal with rejection.  Not realistic – 
AUSCO based on US system not Australian.  Advice on work experience/Volunteer work to obtain references.  
(Adelaide – youth group) 
More information on finding a job i.e. Importance of getting a job and the importance of getting a job for new arrivals.  
(Adelaide – Burmese) 
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Onshore stakeholder comments: 
Client expectations can be quite high.  (DIAC VIC, Goulburn IHSS, MRC SA, Centrelink MCB) 
Don’t understand the Job network approach.  (DIAC VIC) 
Need to know job market getting harder.  (DIAC VIC, VIC AMES, Goulburn IHSS, AYAD participant, MRC SA, DIAC 
WA, Centrelink) 
Need advice on a broader range of jobs and to know that trades or agriculture are OK.  (VIC AMES, IHSS Launceston) 
Not to take non selection personally and as a failure – times are tough.  (Vic AMES) 
Concept of first job.  (Vic AMES) 
Don’t have to complete 510 hours AMEP before looking for work.  (Vic AMES) 
Better need to plan and to appreciate that AMEP has a vocational component.  (IHSS Launceston) 
Need to know that being a volunteer does not guarantee you a job at that place.  (IHSS Launceston) 
Importance of being able to speak and read English – is an OH&S issue for employers if they don’t.  (IHSS Hobart, DIAC 
WA, SA SGP) 
More on employment pathways, volunteering and work experience.  (MRC SA) 
Need to know govt does not guarantee them a job.  (MRC SA) 
Need to know that some jobs require a police clearance.  (DIAC WA) 
Need to know importance of volunteering, work experience – gain skills plus having something to do.(SA SGP) 
Difficult to teach offshore and mock interview exercise not helpful.  (VSA) 
Don’t have to complete 510 hours AMEP before looking for work.  (Vic AMES) 
Most people have not worked before, younger clients are more open to the idea of working.  (NSW ACL) 
Too much emphasis on this subject – focus on arrival should be not necessarily on gaining work but on improving their 
English skills.  (VSA) 
Suggested this be done in Australia post arrival to enable better management of client expectations when they arrive re 
employment as most of them came expecting to find a job straightaway before they’ve even settled or learned English.  
(Wagga Wagga IHSS) 
Money management 
Client focus group comments: 
While only enough money is provided by Centrelink to survive, clients still want to remit as much as possible to family in 
Bangladesh.  (Rohingya interpreter re Brisbane Rohingya caseload) 
ATM machine was mentioned in theory but perhaps should not go into too much theory...maybe better to learn about 
this when you arrive? (Cairns – Bhutanese) 
AUSCO should provide examples of Australian notes and coins.(Perth – Burundi)  
AUSCO very helpful and they appreciate the help and information given to them.  Money Management was very useful – 
when they get their own money, they can remember how to use and manage it.  (Perth – Burmese) 
 
Onshore stakeholder comments: 
Need more work on budgeting – clients need to know that money is finite.  (IHSS WA, MMRC WA, MRC SA, Centrelink 
MCB) 
Unclear on the costs and relative value of items – especially Housing.  (IHSS Hobart, DIAC VIC, IHSS WA, SA SGP). 
Definitely need more on the cost of mobile phones and phone bills.  (IHSS Launceston, MMRC WA, SA SGP) 
Overcommitting to loans.  (APCC member, VIC AMES, Goulburn IHSS) 
Contracts – signing, getting 2nd opinion, nature of.  (Vic AMES, IHSS Launceston) 
Managing people trying to sell you something.  (Vic AMES, IHSS Launceston) 
Need to know can shop around for best prices and deals.  (MMRC WA) 
Issues re sending money offshore.(SA SGP, SA MRC) 
Need to know they will be lower in the socio-economic status.(SA SGP) 
Clarity re responsibility for bills and need to balance budget.(SA SGP) 
Would be good to teach them about Centre Pay – auto deductions for bills etc, might assist with budgeting.  (SA SGP) 
Too difficult to teach offshore but good theory and exercises.  (VSA) 
Suggest gambling issue should be addressed in new Asian DVD and AUSCO.  (NSW ACL) 
Some Clients think they can influence Centrelink outcomes or positions on tenancy list by way of extra payments – 
perhaps this also needs to be explained at AUSCO that it is culturally inappropriate and illegal.  (NSW ACL) 
Some clients think they can save money from Centrelink payments.  (NSW ACL) 
Some clients would prefer to be on a pension rather than work.  (NSW ACL) 
Some borrow tremendously on arrival.  (NSW ACL) 
Sales people are taking advantage of new arrivals – can we address? (NSW SGP/MRC) 
Dummy credit cards and Medicare cards would be useful in the courses.  (RCOA VSA) 
Needs strong emphasis, especially families sharing/pooling resources.  (RCOA VSA) 
Signing of contracts – new arrivals will quickly sign up to financial agreements but without due consideration.  (NSW 
DIAC) 
How to use the ATM machines.  (NSW DIAC) 
Mentioned that clients often want to send money to relatives back home – perhaps this issue can be raised in AUSCO 
as well – the implications of being financially stressed due to cultural expectations/obligations to send money back etc.  
(Wagga Wagga IHSS) 
Greater clarity on role of Centrelink; how clients often misread information and think Centrelink will support them only for 
13 weeks and then they have to find work.  (Wagga Wagga IHSS) 
Remittance an issue – causes problems with families not then having enough cash to function – and this then links to 
possible domestic violence and other family issues.  (DIAC NT) 
Housing 
Client focus group comments: 
Were surprised at cost/availability/style.  (Broadmeadows – Assyrian & Dandenong  – Afghan)  
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More information required re cost/availability/style and also tenancy rights and laws.  (Hobart – Karen & African) 
Did not know how to use new kitchen equipment when they arrived.  (Auburn – Burmese) 
Client who arrived on visa 202 – had to pay rent immediately but was told differently at AUSCO.  (Auburn – Burmese) 
Housing information was not sufficient – clients need to know that real estate agents are very difficult to deal with.  
(Auburn – Iraqi) 
Accommodation situation on arrival different than what told – shortage, different type of housing.  (Parramatta – Iranian) 
At AUSCO, we were told you can refuse to rent a house if it's too expensive but on arrival, we were put straight into a 
house without being told of rental cost and we weren't allowed to move.  (Wagga Wagga – Burmese) 
Cost of renting was high, Centrelink payment was not enough to feed family, and due to settlement in Hobart (client had 
moved from Hobart to Wagga), and heating costs were also high.  (Wagga Wagga – African) 
More information needed about how to get one's own house, how to sign and buy a house/get a mortgage.  (Wagga 
Wagga – African) 
Explain that houses can be some distance from the train station – clients said they would like to live closer together.  
(Brisbane – Rohingya) 
Client’s expectations were that they would have more choice with where they lived i.e.if they did not like their house they 
could move.  The group wanted to all be together and living in the same house/houses and cannot understand why it is 
not possible to have 14 people in one house, at least wanted to be in the same suburb.  (Rohingya interpreter Mr 
Sujauddin Karimuddin  re Brisbane Rohingya) 
Difficult to get references that real estate agents require.  (Brisbane – Hazara) 
Better demonstration in the use of whitegoods and other appliances as well as how to use hot and cold water taps and 
showers.  (Cairns – Bhutanese) 
Housing – harder to find housing in reality – was told in AUSCO housing would be easier than the reality.  Now share 
housing – 6 people in one room.  Refugees should have priority to Government housing, not have to go private rental.  
Especially difficult for people who have to study or learn English – as they have lower income for more time.  (Perth – 
Burundi). 
Housing – was told he could choose his own accommodation – upon arrival he had no choice.  (Perth – Burmese) 
Before client arrived was told they have a choice and a right to choose, but if they didn’t like the 3 houses they would 
have to find their own house, when client first arrived he went to housing and he was asked to sign the lease, was told to 
sign lease without viewing house – was told if he did not sign he would not get a house.  Same story at AUSCO but 
upon arrival didn’t know that the housing was temporary – asked about lease, case worker told her they would discuss it 
later –rent price was high, went to find another house but was told she had to stay in house for 6 months.  Concept of 
lease wasn’t clear.  AUSCO told them housing was difficult to find.  (Perth –Burmese) 
Ways to advise AUSCO participants re Housing issues in Australia – more information on when  long term 
accommodation is available and long term ‘packages’ availability.  (Perth – Burmese) 
Housing – forced to accept housing without being able to view properties.  No documents in own language – difficult for 
people without English skills or other languages to understand, especially important when signing documents or trying to 
read and understand important documents or information.  Housing issue – was told in AUSCO that they would have 
own house – reality is that they are sharing with a Chinese and Burmese family.  (Perth – Ethiopian) 
In AUSCO they were told you would get a ‘perfect’ house full of everything you need, including food – this was not the 
case.  Basic needs not met “House of five rooms had only one wardrobe – had a few potatoes and onions but not 
enough.” Agencies saying that they will give more but do not deliver.  “You just need to go there (to your house) and it 
will all be ready – you just need to go and sleep.” (Adelaide – Bhutanese) 
AUSCO advised that they would go into temporary housing for a few months, advised they would have to move.  Would 
like more information on rental accommodation in terms of finding accommodation & importance of rental references.  
(Adelaide – Afghan) 
Realistic information on Government Housing at AUSCO – didn't explain the concept of real estate or how to rent own 
property.  Need more of the bigger picture type information.  Emphasis on temporary housing for 6 months and that they 
will have to find their own house at the end of the period.  Case workers too busy to assist.  Explained that they would 
move to Australia but failed to mention that they would have to re-locate in 6 months (Bhutanese).   
The standard of housing in Australia is poor and some not suitable for families – more realistic information on the 
housing they will live in.  Have updated information on private rentals – not just Govt housing available.  (Adelaide – 
Youth Group). 
Finding a house when they arrived was difficult – during AUSCO they thought it would be easier to find accommodation.  
(Adelaide – Burmese) 
 
Onshore stakeholder comments: 
Not well prepared – expectations of housing are unrealistic (IHSS Hobart, IHSS Launceston, DIAC VIC, DIAC TAS, 
MRC Hobart, IHSS WA, MMRC WA, MRC SA, VSA, Centrelink.  MCB) 
Some clients refuse to rent places.  (DIAC VIC, Vic AMES) 
Not aware of high costs of housing.  (IHSS Launceston and Hobart, DIAC Hobart, IHSS WA, DIAC WA) 
Damaging rental properties.  (DIAC VIC) 
Big families expect to live together.  (Vic AMES, IHSS Hobart, DIAC WA) 
More on rental concepts.  (MRC SA, DIAC WA) 
Need to know must pay for whole house and block – not only the bits they think they need.  (IHSS Hobart)  
Afghans, due to prayers, expect really clean houses.  (IHSS Hobart, MRC Hobart) 
Need to differentiate between govt provided and private housing arrangements – they are responsible for long term 
housing.  (IHSS Hobart, MMRC WA)  
Handbook refers to ‘long term’ housing – suggest this term be replaced.  (IHSS WA, MRC SA). 
Clients are being told they will be able to choose from a number of places – this part needs revision to reflect reality and 
that they need to take advice from case worker.  Often the first place shown will be the best.  (IHSS WA) 
Need to understand clearly the limits of Aust Govt housing.  (IHSS WA) 
Need to know size of Adelaide and how far spread communities can be – some people think IHSS is trying to isolate 
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them. 
Need to know that they might be asked to share.  (MRC SA) 
Need to be aware that if they do not move on after 6 months they are jeopardising housing for the next suite of arrivals – 
SA sends a move on letter after 4 months.  (MRC SA, DIAC WA) 
Somali community information on housing is not right – is much harder to find a house and lease.  (DIAC WA). 
Clients need to know that if they propose people these might not be able to stay with them due to overcrowding and 
breaches of leases.  (DIAC WA) 
Need to know that single people might be asked to share.  (DIAC WA) 
Must be told that houses will be old, run down and on lower end of the scale.  (DIAC WA) 
Clients should be encouraged to look towards the future and the sort of housing they can position themselves to achieve 
– maybe find some examples and tailor this to source regions.  (DIAC WA) 
Important that the rent crisis in Sydney needs to be explained.  (NSW ACL) 
This is a key issue – really need to address clients’ expectations and make them realistic.  (NSW ACL) 
Tenancy and rent issues could be explained better.  (NSW ACL) 
Whatever is said needs to be realistic – especially around housing, the photographs shown should be of poor quality 
housing to make sure client’s expectations are not too high.  (NSW SGP/MRC) 
Photos shown were of units only – need greater diversity.  (RCOA VSA) 
Need to be made aware of current rental prices and real estate realities in Sydney market.  (NSW DIAC) 
Greater emphasis on education on housing costs bills/budgeting.  (Wagga Wagga IHSS) 
Must be realistic, rental expenses extremely high in Darwin and at a critical point.  (DIAC NT) 
Is a major issue in NT – currently there are 28 families in hotels as there is no housing.  It is costing $600 pw for a 2br 
flat, which is not affordable on their allowances.  They need to know that they might have to share.  (NT IHSS) 
Thinks should be a clearer delineation between Short Term and Long Term housing with different expectations being set 
for these.  Clients need to have a better understanding of the realistic timeframes involved.  (NT IHSS) 
Transport 
Client focus group comments: 
Transportation is difficult, can't afford a car as easily and high costs involved in learning to drive.  (Wagga Wagga – 
Burmese) 
Learning to drive and obtaining a driver's licence/learner permit is also hard due to lack of interpreters.  (Wagga Wagga 
– Burmese) 
Should explain that in Brisbane there is one ticket for both bus and train and not to buy separate tickets.  (Brisbane – 
Rohingya) 
Children must go in a car seat in cars.  (Brisbane – Rohingya) 
Road rules for pedestrians – you must push a button and wait for the green light before crossing the road.  (Brisbane – 
Rohingya) 
Courtesy on public transport – You should give up your seats to the elderly and pregnant women on the buses and 
trains.  (Brisbane – Rohingya) 
Explain more about public transport e.g. Smart cards.  (Perth – Burundi) 
More information on using public transport – smart cards.  (Perth – Burmese) 
Information on Australian Drivers Licences – road rules i.e giving way etc.  It takes a long time to get a licence in 
Australia – two very important issues for new arrivals – getting a job and driving.  In Malaysia you can drive a car without 
a licence but this is considered breaking the law in Australia.  (Adelaide – Burmese) 
 
Onshore stakeholder comments: 
This topic is reinforced after arrival, but they seem to know it quite well.   
Can be daunting for large families e.g. 7 children. 
Everyone travelling needs a valid ticket! (Vic AMES) 
Road safety.  (Vic AMES) 
Bicycle safety and need for a helmet.  (Vic AMES) 
More practice on getting tickets.  (AYAD participant) 
More on the cost and time required to obtain a licence.  Also more on distances in Australia and the need for a 
car/licence for some jobs.  (DIAC SA) 
Too difficult to teach offshore.  (VSA) 
More on driving licences.  (VSA) 
Bus Timetables – would be good if clients could understand before they arrive.  (NSW ACL) 
Need to know that drivers’ licenses are expensive to obtain, that they take a long time and that cars are both expensive 
to buy and maintain.  (NSW ACL) 
Reinforce the need for people to utilise public transport.  (NSW ACL) 
Drivers licences, car registration, the technical stuff state to state, third party insurance etc.(RCOA VSA) 
Clients have issues with buses, don’t carry coins only large notes, they talk to the bus driver when they shouldn’t and 
they speak loudly on the bus! (DIAC NT) 
Australian Law 
Client focus group comments: 
More about Australian law.  (Auburn – Burmese) 
Helpful to have more understanding about people in uniforms.  (Auburn – Burmese) 
Was told in Iran that it would only take two years for A/n citizenship qualification but reality was it took four.(Auburn – 
Iraqi) 
Told that you would be fined by the police if you did the wrong thing at pedestrian crossing but everyone ignores this! 
(Parramatta – Iranian) 
We didn't know our legal rights as much as we would like to.  (Wagga Wagga – Burmese) 
Citizenship requirements changed, no interpreter easily available to help explain new changes.  (Wagga Wagga – 
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Burmese) 
We learned that you cannot hit children.  (Brisbane – Rohingya) 
Would like to have learned more at AUSCO about Australian law i.e.rights and responsibilities.  (Brisbane – Karen) 
Need more emphasis on Australian law.  (Perth – Ethiopian) 
More information on the law – don't understand what is considered wrong – worried they will break the law without 
realising.  (Adelaide – Youth Group) 
More information on Australian laws – crimes and punishment.  (Adelaide – Burmese) 
 
Onshore stakeholder comments: 
This is difficult – hard to overcome deep seated fear – needs more work.  (DIAC VIC, SA SGP).   
This topic reinforced after arrival, but they do know the role of police etc. 
Driving w/o a licence.  (DIAC VIC, Goulbourn IHSS, IHSS Hobart, MMRC WA)  
More on distances and travel and need to still obey road laws.  (APCC Member) 
Tendency to call 911 instead of 000.  (DIAC VIC) 
What you can grow or keep in your back yard.  (Vic AMES) 
Drink driving.  (Vic AMES) 
Need to know that some jobs require a police clearance.(DIAC WA) 
Needs much more onshore reinforcement.  (VSA) 
Don’t understand that govt entitlements are based on legislation, e.g. CL allowances.  (Centrelink MCB) 
Greater clarity on how Australian law and the legal system works – different to tribal law/negotiation, how Australian law 
is much more black and white (e.g. on issues of domestic violence, legislation around child protection, age of consent for 
sexual activity) and impact of incarceration/criminal record on obtaining citizenship later.  (Wagga Wagga IHSS) 
Should reinforce to clients that they are now permanent residents with rights and not just refugees.  (MMRC WA) 
Family roles  
Client focus group comments: 
Would like to know more information regarding sponsoring their family once they arrive.  (Adelaide – Afghan). 
Parents should be given class on children's rights in Australia – 'parents are being disrespected by children because of 
the new found freedom' – some influences coming from Australian school environment.  Explain to children about their 
responsibilities "You have freedoms in Australia but you also have responsibilities." Classes on 'how to negotiate' within 
family unit.  (Adelaide – Youth Group) 
 
Onshore stakeholder comments: 
They do know this topic but some cultures still struggle, roles become blurred after arrival.  (Centrelink MCB, DIAC VIC) 
Men are not used to being at home when e.g. women are at AMEP classes – men think they are ranked lowest in 
Australia! (DIAC WA) 
Domestic violence remains an issue.  (DIAC VIC, VIC AMES, APCC Member, Goulbourn IHSS) 
Siblings beating juniors.  (DIAC VIC) 
Everyone is responsible for the household expenses and money – e.g. Karen community – men upset because the 
women receive the allowances.  (Vic AMES) 
Should be separate segment for women – especially single ones who have to bring up independent and dominant 
children – sons may adopt domestic violence role.  (IHSS Hobart, MRC Hobart) 
Need to know not to place over reliance on children, especially re English capability.  (IHSS WA) 
Can be an issue – over interpretation of concept of freedom and right to leave – a number of clients with relationship 
issues, many of which pre-existed.  (IHSS WA) 
Suggest a role play re a family ‘negotiation’ where everyone contributes and has responsibility for settlement and 
outcomes.  (IHSS WA) 
More on this topic – some communities are still arranging marriages.  (MRC SA) 
More on finances and various roles – MRC SA runs sessions on this – has made some posters on family safety.(MRC 
SA) 
Some wealthy Iraqi families are not skilled in parenting because had nannies etc.  really struggle.(DIAC WA) 
Pre-literate clients especially are struggling with the reality of the extent of difference and they rely heavily on their 
children to interpret and to convey the information and practices.  Need to know how important it is for everyone to learn 
English.  (DIAC WA) 
Needs more gender specific information.  (DIAC WA) 
More on this – especially in relation to allowances received.  More on kids and parenting.(DIAC SA) 
204s need to know that men and women have equal rights – but also equal responsibilities and they will be expected to 
work, to support themselves and to find own housing.  They do not necessarily have priority to bring in other family 
members.  (SA SGP) 
Africans need more on role of youth and that are still the responsibility of the family and community to manage.  (SA 
SGP) 
More on transitional ages in Australia – 16, 18 and 21, and the increase in rights and responsibilities.  (SA SGP) 
Greater focus on children’s rights.(SA SGP) 
Changes to family roles are a very big issue.  (NSW ACL) 
Centrelink payments going to mothers in family changes power dynamic – clients all need to know that family dynamics 
will change.  (NSW ACL) 
Also cultural modesty issues may be challenging in new housing arrangements.  (NSW ACL) 
Separate classes for children and youth are important.  (RCOA VSA) 
Husbands feel threatened because they are no longer the main breadwinner/provider and also lose central decision 
making role which impacts on families – possible domestic violence link and the families will sometime try to hide the 
issues.  (DIAC NT) 
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Appendix L 
AUSCO Evaluation 2009 – Detailed comments by client focus groups and onshore 
stakeholders on the issues of balance and program linkages between onshore and 

offshore orientation. 
Client Focus Groups Views 
Dandenong (Afghan) Information pre and post arrival was supported by experience onshore. 
Launceston  (Bhutanese) All topics would be better covered offshore. 
Launceston  (African) 5 day course is OK but 8–10 would be preferred. 

Some felt everything should be taught offshore and reinforced onshore while others 
suggested that bare essentials should be taught offshore with the blanks filled in 
onshore. 

Hobart (Bhutanese/Afghan) Some information would be easier to understand if taught on arrival. 
Hobart  (Karen/African) Some clients felt that there was a need to have classes delivered in a 'staged' 

format to allow clients to process/digest information and allow for greater 
understanding/more questions.  Generally the content was ok but some felt 
everything should be taught offshore and reinforced onshore while others 
suggested that bare essential should be taught offshore with the blanks filled in 
onshore (e.g Medicare). 

Auburn (Burmese) Should be longer offshore – we have more time in the camps and we could use it 
more productively – longer courses would lessen the culture shock. 

Auburn (Burmese) Better to learn Transport (local) onshore. 
Auburn (Iraqi) Argument that AUSCO only be used for preparing for the trip to A/a and all the rest 

of the topics should be left till clients arrive. 
All theoretical information should be provided offshore and the practical onshore. 

Parramatta (Iranian) Reinforcement on arrival would be better. 
Helpful to do the course in two parts – Only do what is needed before travelling and 
everything else on arrival and in context. 
Suggest information (Handbook?) be provided before class (i.e.in between grant 
and AUSCO for people to begin to study).  Would help them to cope with the 
sometimes long time between grant notification and eventual travel. 

Parramatta (Afghan) Better to have all the information before arrival – very useful to know these things 
before coming to A/a. 

Wagga Wagga (African) Differing views – Best to be given/have all the information while they are in Africa 
before they arrive.  Another person felt it was best to have the information here 
after they'd arrived instead.  Someone else concurred with first person, but 
suggested that it should be repeated upon arrival in Australia (excluding the topics 
on preparing for the travel/journey etc), It was exciting information for us to know 
while still in Africa, we knew that we'll be living a good life. 

Brisbane (Rohingya) Important to receive all information offshore but also good to be reinforced here in 
Australia. 
The interpreters are better in Australia and it is easier to understand and it is easy 
to learn quickly. 

Brisbane (Rohingya) Clients were asked about facilitated hook-up between MDA, DIAC Qld, IOM and 
client reps – very positive about this – they found it very reassuring to hear 
someone in A/a who spoke their language.  They discussed inter alia what and 
what not to bring and how things would work on arrival at the airport. 

Brisbane (Karen) Group consensus was that all the information should be delivered offshore. 
Cairns (Bhutanese) The more information that can be provided offshore before departure the better. 
Perth (Burundi) Good to get an idea of what people are going to get onshore and then have some 

further information to assist them upon arrival.  More information on cultural 
changes upon arrival suggested. 

Perth (Ethiopian) Would prefer to learn overseas – especially about the journey.  Once they are told 
they are excited and want to learn as much as they can before they go.  Alternative 
view – Would prefer to learn most onshore as once they are told that they will travel 
their mind is open and excited – hard to take information in. 
Better to learn on and offshore – especially more detailed information onshore upon 
arrival. 

Adelaide (Bhutanese) Prefer to hear about finding a job, law and facts onshore – i.e.more specific areas 
of settlement should be learned onshore.  Could be delivered in a workshop style 
information session.  Once travel to Australia is out of the way, can concentrate on 
the onshore information.  Would also like to hear the information more than once – 
offshore and onshore, with the caveat that it is best to receive that information a 
few days after arrival – not on the same day of arrival! 

Adelaide (Afghan) Differing views – Prefer to learn overseas and add to the information once they 
arrive onshore.  Information seems odd when learnt overseas – easier to 
understand and retain when learnt onshore.  Prefer to learn overseas and more 
upon arrival. 

Adelaide  (Youth Group) Refresher on Money Management upon arrival to show you the process of ATM 
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and shopping, where to find it – putting it into action – hard to understand out of 
context with just a teacher trying to explain.  Idea that the best way to remember 
the information is when the person is "living" through the information – importance 
of timing of delivery of information.  On-shore – How to find a job – references – 
work experience.  More realistic information on housing.  Idea to have workshops in 
A/a on various topics e.g. finding a job – bring in a person from job network or 
Australian Law – bring in a police officer – this would be better to get detailed 
information from them in a group situation rather than one on one with case officer.  
Good to have revision upon arrival to refresh information and to make sure they 
haven't forgotten things in the 'excitement'. 

Adelaide (Burmese) Good to learn subjects like Australian Law, driving laws onshore as they learn the 
theory overseas but it would be good to learn it through practice.  Also include 
finding a job and reading a street directory onshore. 
Clients reported that going to orientation around support services for long periods in 
the first day were problematic – can't take all information in.  Important to consider 
mode of information delivery – especially for low level literacy participants. 

Onshore Stakeholders  Views 
IHSS ACT The balance is OK. 
DIAC VIC, DIAC ACTRO, IHSS 
Hobart, AYAD, MRC SA, DIAC SA, 
APCC member x2, former Global 
Coordinator, VSA 

Needs to be much more done onshore and it should reinforce AUSCO. 

DIAC VIC 
 

Would like to see structured and specific onshore orientation in groups – would 
catch attention early after arrival and would help clients to meet others and have a 
sense of belonging.  People can also learn from each other. 

MMRC WA  Thinks onshore curriculum should be developed specific to the region and should 
be delivered within 1st 13 weeks after arrival – Logan ‘Hub’ model is brilliant and 
should be extended and should adopt AUSCO curriculum approach.  Would 
combine client groups to encourage integration – should be built into the contracts 
as are not funded to deliver this model.  Also would need to consider a purpose-
built building.   
Would be enormous benefit in a shared approach to curriculum, resources and 
method of delivery. 
Used to have an orientation ‘day out’ with clients and range of service providers 
that worked very well.   

AYAD, IHSS Hobart, MRC Hobart Scope for a follow up 5 day course onshore and that if this were delivered within 
first month of arrival.   

IHSS Launceston  Generally links well and AUSCO sets clients up well for their IHSS assistance – 
makes case workers’ jobs easier. 
Could be better linkages through a module of the phases of settlement and the 
need for short, medium and long term plans and where everything fits.  Need more 
on patience required and need to not try to tackle everything at once.   
Suggests a separate, summary module that addresses this.   

DIAC Hobart Needs to be more covered offshore on sponsorship and bringing other family 
members. 

NSW Fire Brigade We must remember the difficulties in regard to language, culture and a whole new 
environment here in Australia; overall it is important to shed some light on the 
Health, Education, Employment and Medical systems and supporting agencies 
before arrival which is imperative for the client’s basic well being and survival.  
Would lean to building the client’s capacity before arrival into Australia.   

IHSS WA AUSCO certainly gives IHSS a ‘kick start’ – reduces anxiety levels of clients so are 
easier to deal with and gives them a sense that they will be looked after. 

IHSS WA Some of the more abstract topics (such as driving tips) might be better left to 
onshore – better to focus on the practical and life skills offshore. 

MRC SA This MRC offers onshore intensive orientation – group sessions held each Weds or 
Thurs for 4 weeks post arrival, to supplement the individual practical help.  First 
session is IHSS and SA, 2nd week is AMEP, housing, Immigration matters and 
settlement issues; 3rd week is education, expectations, rights and responsibilities 
and they are introduced to the whole IHSS team and the volunteers.  There is a 
formal certificate upon completion and an evaluation.  IHSS team then meets to 
discuss clients’ further needs.  Clients are given a personal diary.  Attendance at 
the onshore orientation is very good unless there are health issues. 

Former Global Coordinator 
DIAC WA, VSA, Centrelink MCB 

Should be a structured approach to off and onshore orientation with breaks to 
absorb and reflect on information.   
Overall AUSCO works well. 
Information presented offshore must be realistic so that clients can choose to come 
to Australia regardless or not.   
Thinks curriculum could be split into ‘soft’ and ‘hard’ topics, for example education 
and employment are harder topics which could be left to onshore.  Onshore should 
be much greater emphasis on resumes, applications, job services and local 
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industries. 
SA SGP A greater range of DVDs would be very useful to support offshore and onshore 

orientation – particularly for those who are pre or semi literate.  Better use of visual 
cues for many aspects would be beneficial. 

NSW ACL Suggest that what is provided offshore is repeated onshore. 
Needs to be greater consistency between what is provided onshore and offshore. 
IOM trainers could spend time working with IHSS providers – the meeting last year 
between Thai IOM trainer and ACL workers was very beneficial. 
IHSS workers could help deliver training onshore and offshore and therefore 
improve linkages. 
Perhaps a formal course in week two or three of the first month of arrival. 
Useful if there was an indicator in HEMS if client had undertaken HEMS or not. 

NSW SGP/MRC Perhaps repeat the course when they come? 
Whatever is taught overseas should match that which is taught in A/a. 
Would like to see a coordinated approach to both AUSCO and IHSS. 

NSW SGP/MRC All parties need to understand the cycle of settlement – and that settlement is a life 
long experience. 
Offshore orientation should just focus on the journey to A/a and the very first few 
months of settlement (i.e.look at attitudes, confidence, mental framework for 
making the adjustment)– then have a complimentary coordinated onshore program 
which would initially reinforce what is learned offshore and provide a broader and 
more detailed information about the IHSS and SGP programs. 
Need to be realistic about the technical stuff such as housing and IHSS etc. 
Greatest success for AUSCO is about making an attitude adjustment which begins 
the settlement process.  AUSCO currently strongly emphasises getting a job but 
there is much more of a need to focus on attitudes and dealing with the emotional 
responses to settlement. 
Settlement is a life long experience and AUSCO is currently not seen as part of that 
process, the focus overseas is currently on getting the visa and then getting to A/a, 
there needs to be an attitudinal change within DIAC and service providers that 
those steps are only but a small part of the process for the client, that is the real 
challenge for DIAC, IOM and the clients.   

RCOA VSA Needs to be less focus on technical information provided offshore and more on 
attitudinal change to prepare entrants for the settlement experience. 
AUSCO focus should be more on the first two months of arrival then onshore 
providers pick up responsibility for orientation when it is in real context for clients. 
AUSCO should focus on preparing clients conceptually for the journey to A/a and 
the life ahead, they should not be drowned in detail. 
People need to know they can complain and speak up when they arrive if unhappy 
with IHSS services and this should be encouraged as part of attitudinal adjustment 
at AUSCO. 

APCC Member  Definite need for a feedback mechanism from IHSS providers that informs the 
broader AUSCO program. 
Case workers need to know what AUSCO is and what people have learned 
offshore and be in a position to ask informed questions of clients on arrival – 
identify what they know and what they don’t know. 
Explore the possible use of IOM pedagogy by MRCs, SGPs and IHSS providers, 
share resources and curriculum.   
There is also a need for other stakeholders in the broader network to know about 
AUSCO including education, health providers – particularly state government 
providers, make contact with state government officials who have carriage of the 
multicultural agenda.    

NSW DIAC NSW DIAC staff had differing views on the value or practicalities of a further course 
onshore.  Some thought IHSS providers would be too caught up with case work to 
deliver; others saw some value in this.  General agreement that if something was to 
go ahead that the wheel should not be reinvented re the curriculum.   

Wagga Wagga IHSS Felt AUSCO should concentrate more on information about getting to Australia. 
Things like getting a car, learning to drive etc should be left until later and can wait 
until after the client has arrived in Australia; no need to go into everything broadly 
as some topics can be left till later as this sets up expectations for clients far too 
early about what to expect once they’ve arrived. 

DIAC NT When people arrive there should be an on-arrival structured orientation course 
which would be received in context and would be familiar because clients had 
already received AUSCO. 
Reality is that there is only limited time offshore and things can be forgotten. 

DIAC NT Some more of the practical training could be delivered onshore especially around 
things like obtaining drivers licences and understanding road rules and the role of 
police on the roads and in the community more generally. 

MMRC WA Important for IOM and IHSS providers to share curriculum and other resources. 
NT IHSS Would be good if AUSCO could be repeated onshore. 
Vic Foundation House Because the situation in Australia is so different to what they know or have 
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experienced (in most cases), there is a limit to how much information they can 
realistically understand.  Provision of some contextual information about Australia 
and the process of settlement and affirming their own resources is more valuable 
than heaps of information.  Practical information and how services work. 

DIAC VIC, VIC AMES, DIAC Hobart, 
MRC Hobart, APCC Member 

Settlement needs to be regarded as a continuum for the client and not segregated 
into DIAC programs.  Better linkages between the various phases and all contracts 
required inc IOM travel, Settlement Planning, IOM AUSCO, IHSS and DIAC.  
Should be better links between timing of visas, location for settlement, AUSCO 
classes and client data forwarded.   

DIAC ACTRO Greater clarification of roles and responsibilities along the settlement continuum 
and clarity of funding for delivery.   

DIAC ACTRO, DIAC Hobart Content of contracts needs to be better aligned to the settlement objectives, 
business processes and funding.  Also need better feedback and reporting loops.  
Curriculum needs to be better aligned.   

DIAC ACTRO Checklists could be used for each client to ensure all necessary topics are covered 
and that AUSCO and IHSS linkages are built.   

IHSS Launceston Thinks could be better linkages through a module of the phases of settlement and 
the need for ST, MT and LT plans and where everything fits.  Need more on 
patience required and need to not try to tackle everything at once.  Suggests a 
separate, summary module that addresses this.   

IHSS Launceston Phone hook up from IHSS to clients in AUSCO class was extremely beneficial for 
clients and should be standard practice – showed treated clients as people and 
they found it very reassuring.  Also more specific information on place of settlement 
– where known – is a confidence booster.   

IHSS WA, VSA AUSCO is a well prescribed program whereas IHSS is far more open – IHSS 
perhaps should be more prescribed with linkages so make sure the gaps are 
covered and that offshore and onshore complement each other.   
Would be useful for AUSCO clients to have a certificate with the list of topics 
covered indicated – or could be incorporated into HEMS? Next release of HEMS 
will allow for an attachment – could attach a copy of the certificate?  
IHSS could also amend procedures to ask clients on arrival whether have done 
AUSCO and what learned and identify areas for follow up. 

MMRC WA, MRC SA Needs to be a double feedback loop between AUSCO and IHSS providers re 
changes in situation on the ground and any trends emerging or particular issues, 
such as the accommodation crisis in WA exacerbated by double the volume of 
arrivals for 3–4 months. 
Thinks teleconferences or bi-annual conferences would be useful. 
In new tender rounds DIAC could review the communication linkages and perhaps 
consider the need for a communications officer to manage the feedback, a web site 
and perhaps updates or newsletters.   
Should review the full range of resources available and what has been translated 
etc. 
AUSCO presenters need to have a very clear view of the IHSS providers and the 
variations in approach e.g. fostering independence vs the hand-holding approach – 
needs to know the parameters of IHSS.  Trainers need to be very careful in their 
choice of wording, especially if inferring IHSS ‘will’ do things.   

DIAC SA It would be useful to have a list of AUSCO attendees – could be entered into 
HEMS. 
Thinks scope for IHSS providers and DIAC staff to attend some of AUSCO annual 
conference – or for there to be another day. 
AUSCO-IHSS-DIAC settlement needs clearer ‘issues’ and ‘misconceptions’ 
feedback loops. 
Would be useful for the AUSCO curriculum to be available to onshore staff – 
maybe via a web site? 

APCC Member Need for specific and tangible gauges that can be used to ascertain whether clients 
have absorbed the information – should be linked to class/group needs at 
commencement A whole of learning approach covering AUSCO and IHSS should 
be used.   

Centrelink MCB Needs to be better links with child care services and educational counsellors. 
Online networking between departments involved in settlement. 
Deliver AUSCO and kit closer to departure date. 

NSW DIAC There is a need for a mechanism for IHSS providers and contract managers to 
feedback arrival issues to AUSCO managers, an AUSCO hotline for people to call? 
Can education specialists advise when is the best time for people to run on-arrival 
courses? 
Some staff thought that Settlement and AUSCO should be closer linked and the 
program should be located in the Settlement Division.  Perhaps a trial of a HEMS 
tick box for IOM to indicate what elements of AUSCO have been completed. 

QLD DIAC The biggest issue in Qld settlement is retention of clients in regional areas, in the 
case of Bhutanese and Rohingya making the link between AUSCO and IHSS has 
improved that.  The benefits of a facilitated phone hook-up between IHSS and IOM 



DIAC-in-confidence 

AUSCO Evaluation 2009 93 

is clear and the IHSS providers in particular welcomed it. 
QLD IHSS Providers Would be helpful to IHSS providers to know that clients had done AUSCO.   

Suggest IOM trainers have knowledge of IHSS provider web links they can 
download and therefore provide specific information to clients before departure. 
IHSS providers to regularly receive AUSCO reports. 
Perhaps do something more structured with the Visiting Settlement Adviser 
program in terms of links with IHSS providers. 

AYAD participant  Thinks there is scope for far greater sharing of resources and stories – suggested a 
quarterly AUSCO magazine that would have the advantages of: 
- making the settlement linkages 
- sharing expertise 
- marketing 
- awareness raising in schools and general community etc.   

Former Global Coordinator, DIAC 
VIC 

Should be more induced contact between IOM, DIAC and IHSS – suggest cross-
fertilisation at conferences and training days and better sharing of stories and 
resources. 

DIAC Hobart Need to build better formalised networks for the flow of information and to make 
clients’ journeys more seamless.  Need joint planning and sharing of resources.   

MMRC WA AUSCO is a very valuable program – just needs a better flow of communication 
and reporting between the DIAC settlement programs and the associated 
providers.   

DIAC WA The IHSS Conference discussed the concept of ‘seamless settlement’.  Orientation 
needs to be better staged offshore and onshore, staff view would be: 
- centralised onshore provision of orientation, especially re life skills 
- greater focus on the longer term settlement programs and assistance available 
- onshore orientation would assist clients with social aspects too. 
AMEP is a great opportunity for a refresher course and further reinforcement of 
what is learned in AUSCO and IHSS. 
Onshore orientation should capture the 202 clients – considers should be obligatory 
for 202s to attend. 
WA is considering offering onshore settlement along the lines of the ‘Hub’ model 
used in Logan – NOTE that a structured program of offshore and onshore 
orientation would facilitate synergises such as the sharing of resources and 
teacher/facilitator exchange programs.  Could involve State and Local government 
exchanges. 

DIAC SA In terms of strengthening the linkages between offshore and onshore, as a general 
principle, information for providers should come through the DIAC STO relevant 
contract managers. 
In terms of a QA approach, it would be useful for DIAC staff to attend the IHSS exit 
interviews and to do QA if there were an onshore equivalent to AUSCO.  Would be 
useful to do quarterly reports.   
In terms of frequency or volume of information, onshore would only need to know 
about major changes to the AUSCO classes or processes, or particular issues with 
client groups.   

RCOA VSA If any offshore AUSCO trainer positions become available then IOM should 
advertise in Australia.   

APCC Member  The AUSCO report needs to be a single page for distribution to the sector, – needs 
to be relevant to providers onshore and look at caseload issues such as the 
Rohingya.   
The statistics are important and should focus on key issues 
VSAs experience needs to be known by the sector, perhaps a blog?? and consider 
some sort of electronic interface between trainers offshore and providers onshore 
where information could be shared. 

Wagga Wagga IHSS Think it’s good for case workers to support and reinforce information that had been 
taught in AUSCO after clients had arrived in Australia; but also to be aware that 
information taught in AUSCO can set a client up to fail due to false/unrealistic 
expectations later about onshore settlement services/life in Australia. 
Consensus over fact that regardless of how tailored AUSCO classes may be, what 
is presented in AUSCO classes will always be a broad generalisation of life in 
Australia.   
Indicated a need for better media strategy in relation to refugee resettlement in 
country areas – to disseminate information and raise awareness.   

 




