
QLD CALD ENGAGEMENT
FRAMEWORK & TOOLKIT PROJECT
LESSONS LEARNT FROM COVID-19

From May – December 2022 this  project 

worked with six different regions across 

Queensland to develop a model of 

Engagement for working effectively with CALD 

communities, reflective of the lessons learnt 

during the pandemic and informed by both frontline services and communities’

perspectives on how to build capabilities and respond to this next phase of living with

COVID-19. Through a range of community consultations, the project unpacked a multitude

of innovative local initiatives and best practice examples driven by a deep understanding

of community, that made a difference in the resilience of Queensland regions through the

pandemic.

The Framework and Toolkit incorporate the shared key engagement principles as a

fundamental guide in engaging CALD Communities that is reflective of respective

relationship building and strong community led resilience. The project offers a living

resource guiding a broad range of stakeholders (including government) on how to work

effectively with CALD communities.

 

 



Defining CALD – Lessons Learnt from COVID-19

The COVID-19 Pandemic challenged both the Community and Health sectors to grow their awareness
of taking varied approaches to engagement beyond just providing language support to inform. Most
effective engagement that built community confidence and understanding, was engagement premised
by a willingness for two-way dialogue, a listening ear, a willingness to be flexible with approaches that
connect to people, by considering the cultural context of their perspective. 

Building Confidence - The Triangle of Trust Model

Building Trust with CALD Communities requires an understanding and acknowledgement of the broad
diversity of the CALD community, and in addition the cultural complexity within individual CALD
community groups. The project found that throughout the Pandemic, Government and Public Health
relied heavily upon the Settlement Sector and their long established relationships for effective
community engagement. Government and Public Health could not take a ‘one way’ connecting to
community approach. 



Understanding Communities -Empathy and Cultural Complexity

The CALD Sector is vibrant and dynamic, with its strength lying firmly in its diverse make up. Within a
CALD community there can be layers upon layers of cultural complexity. Taking an emphatic approach
goes well beyond ensuring there is no language barrier There is no one-way with taking an emphatic
approach but going beyond acknowledging, and providing opportunity for engagement to understand,
is important. ‘It is as simple as allowing yourself to imagine walking in his/her shoes’. Taking an
emphatic approach goes well beyond ensuring there is no language barrier

The Tree of Empowerment Model - The Importance of Engagement

Effective Community Engagement goes beyond a single transaction. In COVID-19 Government and
Public Health quickly realized that broadcasting was simply not enough, and that engagement through
strong, trusting relationships would enable a dialogue with Community, whereby a deeper
understanding of how to connect and move forward would be achieved. 




