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Chapter One: Introduction

Who is this Guidebook for?

This Guidebook is for groups preparing to welcome a refugee household through the CRISP.

What does it cover?
This Settlement Guidebook has four parts:
1. Introduction introduces Community Supporter Groups’ (CSGs’) core commitments and the
foundational concepts of community sponsorship.
2. Settlement Planning is designed to assist CSGs to develop a Settlement Plan for the Refugee
Household they welcome.
3. Possible Challenges explores some common challenges.
4. Appendices offer additional content about the foundational concepts underpinning CRISP.

This Guidebook is one of the CRSA’s primary resources for CSGs, and should be read alongside:
o CRSA Group Preparation Guidebook (information about background checks, fundraising, etc)
e CRSA Community Hub (an online platform where CSGs can connect and access resources).

Some of the links in this Guidebook will only be accessible to people who have joined CRSA’s
Community Hub. If you’re part of a Community Supporter Group, you can log in or sign up.

Icons to help you navigate our documents

This Tool icon will alert you to a separate, linked document with additional
% information.

This Treasurer icon will alert you to information that will be relevant to the person
who is leading on budgeting and keeping track of group funds.

This Gatherer icon will be relevant for the CSG member/s who will take a lead on
involving others from your networks or community in your CRISP endeavour,
whether through events or practical activities.

This Storyteller icon will be relevant for the CSG member/s who will take a lead on
sharing your group’s experiences with your community and networks, to keep them
informed and inspire others.

Green boxes are used to remind CSGs of the
foundational concepts of community sponsorship

Blue boxes are used throughout this
Guidebook to provide lists of tasks and

and to provide tips support CSGs to ensure their
work respects newcomers’ dignity and autonomy.

practical considerations.
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About the CRISP

The Community Refugee Integration and Settlement Program (CRISP) is a national, government and
community-supported initiative that invites everyday Australians to play a meaningful role in
welcoming refugees into their communities.

It’s built on a simple but powerful idea: with a bit of guidance, everyday people have what it takes to
provide a warm welcome and the practical support needed by refugee newcomers. And when they
do, everyone benefits.

The CRISP is inspired by the community refugee sponsorship program operating in Canada since the
1970s. Similar schemes are now being implemented in dozens of countries around the world, including
in the UK, Ireland & New Zealand.

After a successful 4-year pilot that commenced in 2022, the CRISP became a permanent Australian
program from 1 July 2026.

Community Refugee Sponsorship Australia (CRSA) continues to lead the delivery of the CRISP on a
national basis, in partnership with the Department of Home Affairs and with the generous support of
the Australian community.

At the core of community sponsorship models around the world is an understanding of CSGs as
independent, self-directed, self-governed and trusted knowledge holders in their own regions. Thus,
this Guidebook is not intended to be prescriptive, but to support CSGs to take a holistic, strength-
based approach to settlement planning for the Refugee Household they welcome.

About Refugee Participants of the CRISP

To be eligible for the CRISP, refugee participants must be:

Identified by UNHCR as being in need of protection

Referred to Australia for resettlement

Granted a permanent humanitarian visa by the Australian government
Have no known family links in Australia.

For an overview of the various processes refugee participants of the CRISP need to navigate before
their arrival in Australia, see Roadmap: CRISP newcomer pre-arrival process.

refugeesponsorship.org.au
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Summary of CSG Commitments

The list below constitutes the minimum requirements of CSGs within the CRISP.

Part Two of this Guidebook contains more information about each of these commitments.
Meet the Refugee Household at the airport upon their arrival in Australia and transport to
on-arrival accommodation, including (if required) transit support from an international

airport to a domestic/regional airport and transit accommodation.

Provide safe and suitable temporary accommodation for the Refugee Household, from their
date of arrival, until they secure appropriate long-term housing.

Provide the Refugee Household with essential items upon arrival in Australia, including at
least one week’s worth of food and groceries, seasonal clothing and at least one
smartphone with a sim card and adequate data.

Provide the Refugee Household with weekly income support payments on a par with
Commonwealth income support entitlements to enable the family to sustain themselves

until they begin receiving income support via Services Australia.

Assist the Refugee Household to register with Services Australia and to apply for income
support, Medicare and a Tax File Number.

Assist the Refugee Household to open an Australian bank account.
Assist the Refugee Household to secure appropriate long-term housing.

Provide the Refugee Household with suitable and good quality furniture, appliances and
other basic household goods for their long-term residence.

Connect the Refugee Household with a local GP and any other healthcare provider required
to meet their physical and mental health needs.

. Assist to enrol children in school and adults in English classes including the Adult Migrant
English Program.

. Provide settlement and integration support on an as-needs basis (including English
language and employment support), to help the household achieve their goals and attain
financial and general self-sufficiency for a period of 12 months from the household’s arrival
in Australia.

refugeesponsorship.org.au
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Summary of Foundational Concepts

Below are some key concepts that serve as foundations for community refugee sponsorship globally.

Strengths-Based Approach

A strengths-based approach is a social work theory that builds on an individual, household or
community’s strengths and that sees people as inherently resourceful and resilient. It aims to
identify what is working well for the Household and to use this as a starting point for your work.

Trauma Informed Approach

A trauma informed approach shifts the focus from 'what's wrong with you?' to 'what happened to
you?' and brings together themes of safety, trustworthiness, choice, collaboration, empowerment
and respect.

Managing Assumptions and Expectations

Going into any new experience with specific expectations can lead to disappointment. Groups will
likely come into the CRISP with a range of assumptions and expectations, which will not always be
helpful. The refugee newcomers will likely bring their own assumptions and expectations.

Considering Culture

Culture is a shared set of behaviours, values or beliefs that distinguish groups from each other. We
all belong to several cultures, which can change throughout our lives and contexts. It’s important
to be open and curious and not to assume we know someone based on the few details we know.

Considering Power and Privilege

Groups should be aware of the inherent power imbalance between them and the Household they
welcome. Some newcomers may be reluctant to disagree with the group or say they feel
uncomfortable having certain choices made for them.

Considering Agency

Rooted in philosophy, sociology and psychology, agency refers to peoples’ inherent capacity to
choose and to fulfil their potential. Key aspects include individual autonomy, choice and exercise of
power. Agency is about having power and resources to make decisions for yourself and shape your
own life.

Privacy and Confidentiality

We all have parts of ourselves that we are comfortable sharing and parts that we like to keep
private. We need to be mindful of this and ask before sharing other people’s personal stories, even
when we have the best intentions.

Effective Group Dynamics
This program involves groups of volunteers that are independent and self-governed and directed.
Working together and supporting one another is key.

refugeesponsorship.org.au
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Insurance

CRSA has the insurances required to cover its activities. Under these policies, CSGs have limited
coverage for specific activities within the CRISP. CRSA’s insurance does not extend to all general
activities or any activities that take place prior to the Refugee Household arriving in Australia.

Our Group Preparation Guidebook (while not constituting legal advice), outlines how CRSA’s programs
approach the question of ‘risk’ and the existence of certain umbrella insurance policies arranged by
CRSA.

Budgets & Fundraising

The financial responsibilities of a CSG mostly relate to the first few months following a
household’s arrival. There is no expectation for CSGs to provide ongoing financial support.
Fundraising activities are usually needed to collect funds for on-arrival support. These
activities are also a good way for CSGs to engage their communities in the CRISP endeavour.

If you wish to be able to issue tax deductible gift receipts as part of your fundraising, we encourage
you to explore fundraising through a local charity known to your group (eg. a local church or non-
profit organisation). Alternatively, for CSGs seeking to access tax deductible gift receipts for their
donors through CRSA’s charitable status, please refer to our Group Preparation Guidebook.

Media and Promotion

We ask that CSGs notify us as early as possible of any media interest or any planned media
activities relating to the CRISP or the Refugee Household they welcome, as CRSA is obliged
to notify the Department of Home Affairs in certain circumstances.

To protect the privacy and safety of refugee participants, CSGs must not provide their personal
information to the media without the participants’ informed and express consent. This Promotions
Toolkit has been developed to support CSGs to promote their activities in their communities. It
includes wording, photos, slides and tips that CSGs may like to draw on.

Building and Maintaining Support from Your Community

Your fundraising and other local activities will likely bring you into contact with others in
@ your community who care about refugees, including donors, event guests and local
businesses. Your work has the potential to inspire these local supporters to form a group

of their own. How you engage with your local community can help to build the CRISP!

To maximise the impact of your welcome, we recommend keeping a list of these local supporters,
both to update them about key milestones throughout your CRISP journey, whether by email,
newsletter or social media, and/or to invite them to help with one-off, low commitment ‘micro-
volunteering’ moments, such as helping you source furniture or white goods.

refugeesponsorship.org.au
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CRSA Support for CSGs

When your CSG is matched with a Refugee Household, you will receive the name and contact details
of your allocated CRSA Community Liaison Officer (CLO). Your CLO will also be your primary point of
contact within CRSA for the 12-month period of support and will maintain contact with the CSG
coordinator and the Refugee Household periodically throughout the 12-month period.

Your CLO will be available for you to contact during business hours for advice, settlement coaching
and troubleshooting assistance.

The CRSA team is available during business hours (Monday - Friday, 9am - 5pm, AEST). If you’re unable
to reach your allocated CLO, please contact the CRISP team on crisp@refugeesponsorship.org.au or
1300317 411.

CRSA Community Hub

others around the country who are also involved with the CRISP, and to share questions
and advice, as well as accessing a comprehensive bank of resources relating to refugee
settlement and integration.

: g CRSA’s Community Hub is an online platform that enables CSG members to connect with

The resources in the Hub are structured across four timepoints:
1. Form and prepare your group (including background checks, fundraising, insurance, etc)
2. Preparing for arrival and initial support (preparing to welcome; early support requirements)
3. Settling in and the year ahead (orientation, support and adjustment over 12 months)
4. Moving forward: final months of formal support (transition to independence; program exit).

Chapter Two: Settlement Planning

The Settlement Council of Australia (SCOA) defines settlement as ‘a two-way process of migrants and
refugees adjusting to a new life in Australia, and Australia welcoming migrants and refugees.
Successful settlement enables migrants and refugees to fully participate in life in Australia.’

SCOA also notes that ‘settlement is not a sequential or linear process that is the same for everyone.
The time it takes for people to feel settled in Australia may be shorter, or longer; and may even be a
lifelong process. In many cases, a life event such as a relationship breakdown or job loss may set
migrants ‘backwards’ in their settlement journey.’

Settlement has made facets, including housing, language acquisition, education, employment, health
and wellbeing, transport, finance and community participation.

This Guidebook provides information for Community Supporter Groups (CSGs) about how they can
support the Refugee Household they welcome in their settlement and integration journey.

The Settlement Checklist, at the end of Part Two of this Guidebook, provides suggested time frames
for each task, and allows CSGs to identify who will take a lead on each area of responsibility.

refugeesponsorship.org.au
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1.Welcome to Australia’

CSGs are responsible for:
Meeting the Household at their point of international arrival
Accompanying them between domestic airports if required

Providing overnight accommodation in transit if required

Providing transport to the on-arrival accommodation

Providing essential items on arrival, including a phone and sim card
Providing income support until government income commences

1.1 Airport Reception

At least one CSG member is required to be at the airport to welcome the Refugee Household. Travel
itineraries are arranged on a centralised basis by Toll Holdings (a government service provider).
Because they can sometimes change with little notice, CSGs should consider how they will ensure at
least one group member can make themselves available at short notice.

Where families cannot all be transported to their accommodation in the same vehicle and need to be
separated across vehicles, CSGs should consider advising the Household of this arrangement pre-
arrival and endeavour to transport children with an adult relative.

Some airports have a chaplain service to assist people as they disembark from the plane and make
their way through Customs. You can find more information about airport chaplain services on the
CRSA Community Hub (‘Airport arrival’).

1.2 Transit Support

At least one member of the CSG is required to meet the Refugee Household at their point of
international arrival and accompany them to the final destination. Where a domestic flight is needed
to transport the Household from the international arrival port to their final destination, the cost of the
Refugee Household’s flights will be borne by the Australian government, through to the final
destination. However, the CSG must bear the cost of group member/s return travel to the point of
international arrival.

If an overnight stay in transit is required, the CSG will need to arrange and bear the cost of
accommodation, for both the CSG member/s and the Refugee Household.

1.3 Initial Cash on Arrival

CSGs should provide two weeks of income support on arrival, on a par with Commonwealth
entitlements (see pay rates HERE) Even if CSGs feel they’ve made provision for all the newcomers’
expenses for the first week or two, access to cash on arrival can be critical for newcomers’ sense of
security and control at a time of significant change and upheaval. CSGs should consider how they can
provide this in a way that is dignified for the Household, for example, in an envelope with a note, in
their first language, explaining how long the money is intended to last for.

refugeesponsorship.org.au
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1.4 Welcome Pack of Essential Items

arrival. This ‘Welcome Pack’ Checklist is provided as a guide. CSGs should include a printed
copy of CRSA’s Newcomer Orientation Booklet, which is available in a range of languages,
so it’s available to the newcomers on arrival, and to refer back to as needed.

: ,\é- CSGs should ensure the Household has essential supplies at their accommodation on

CSGs are encouraged to consider how they can provide these items in a way that feels dignified for
the newcomers. For example, they may prefer gift cards that enable them to choose their own clothes
than to be provided with clothes.

1.5 Access to a phone and data

Access to a device and reliable internet connectivity is essential for participation in contemporary
Australian society. CSGs should support the digital inclusion of the newcomers by:

e Providing a telephone with charger and sim card to all adults within the Household

e Ensuring they have adequate data to meet their needs, including phone calls to loved ones abroad
e Advising the Household of how to connect to Wi-Fi to reduce data costs.

1.6 Engaging Your Local Community Pre-Arrival

It can be helpful to engage with key community contacts before the Household arrives. This may
involve establishing contact with a local:

e  GP who will bulk-bill and use an interpreter if needed;

e Real estate agency;

e School;

e Relevant place of worship and diaspora community group/organisation;

e Any other people or organisations who may become meaningfully involved.

This process, known as Community or Asset Mapping, is a community development approach to
identify the resources and supports that exist within a community. Every community has assets,
including facilities (eg. Libraries, community centres, parks and valued businesses) and people (eg.
community groups, individuals with skills). Groups are encouraged to take the time to consider the
people, groups and places that could play a role in how the newcomers are welcomed and supported.

1.7 Orientation

make to the Household they welcome. Orientation is not as a ‘one off’ task, but a process

of ‘small and often’ conversations that tend to deepen over time. In the first few weeks, it

will likely involve showing the newcomers where local services and activities are located.

Over the course of the year, it may deepen to involve information about workplace rights, gender

equality, etc. CRSA’s Orientation Guide outlines some key content that CSGs can draw on in providing

orientation education and support to the Household they welcome. For more information, refer to
the ‘Living in Australia — Customs, Values and Inclusion’ section later in this Guidebook.

2‘ g Orientating the newcomers to life in Australia is at the core of the commitment that CSGs

10
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1.8 CRSA Resources for Refugee Participants

CRSA provides the following resources to refugee participants of the CRISP pre-arrival. We
% provide them here to enable CSGs to use consistent messaging with newcomers.

° Introduction to the CRISP Video
CRSA sends this video to refugee participants before our initial contact with them.
Translations into Arabic, Dari, Farsi and Swahili are available on our website, Translations into
Arabic, Dari, Farsi and Swabhili are available on our website and linked HERE.

e Confirmation of Match Video
CRSA sends this video to refugee participants upon the Settlement Deed being signed, to
notify them that they have been matched with a CSG. Translations are available HERE.

e Newcomer Orientation Booklet
CRSA asks CSGs to print this booklet in the relevant language, to have available for newcomers
on arrival in Australia. Translations are available in on our website, linked HERE.

1.10 WELCOME TO AUSTRALIA Summary: Checklist and Considerations

WELCOME TO AUSTRALIA’ Checklist Power and Agency
Cash to last two weeks Consider the power that comes with holding
‘Welcome pack’ of essentials the purse strings and the importance of

A week’s worth of food and toiletries newcomer dignity and choice which are

Smartphone w/ charger, simcard, data integral to self-esteem. CSGs should provide
items in a dignified way, such as providing

additional cash or a gift card so newcomers can
choose their own clothing and personal items,
as opposed to taking them shopping.

CSG & emergency contact details
Printed Newcomer Orientation Booklet

11
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2. Housing

Community Supporter Groups (CSGs) are responsible for:
e Providing housing until long-term housing is secured

e Supporting the Refugee Household to secure long-term housing
e Assisting with the connection of utilities
e Furnishing the long-term residence

2.1 On-Arrival Accommodation

Your group needs to have accommodation ready for the Refugee Household in time for their arrival.
CSGs should ensure it has adequate sleeping arrangements for all family members and access to
essentials such as cooking and laundry facilities.

While the process of securing long-term housing will differ depending on settlement location, the size
of the Household and other factors, we recommend planning and budgeting for up to six weeks of
short-term accommodation, and thinking about whether it can be extended, or alternative
arrangements made, if securing long-term housing takes longer than six weeks.

If the Refugee Households ends up in short-term housing for longer than anticipated, this does not
mean that CSGs need to continue covering the cost of the accommodation until the Household secures
a long-term home. It is reasonable for the newcomers to start paying rent approximately four weeks
post-arrival, or when they move into long-term housing (whichever comes first). CSGs are strongly
encouraged to set clear expectations with the Refugee Household about when they should start
paying or contributing to rent.

CSGs are encouraged to research the cost of housing early on in their planning, as this is usually the
most significant cost of the endeavour. Where on-arrival housing can be provided in-kind, the overall
cost of the CRISP is significantly reduced.

2.2 Long-Term Accommodation

likely to be among the most significant challenges of the CRISP endeavour. Long-term

housing should be of a quality and size that would likely be acceptable to an average
Australian family, taking into account the size and composition of the family. This Strategies to Secure
Housing resource may assist groups’ thinking about how to approach the housing component of the
sponsorship.

% Housing affordability and availability are challenges faced by many across Australia and are

CRSA recommends waiting for the Refugee Household to arrive before committing to long-term
housing. This allows them to have a say in where they will settle. It also minimises the financial impact
on the group of any unforeseen delays in refugees’ arrival that could see CSGs having to paying rent
on a vacant property for an extended period.

12
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In looking for long-term housing, CSGs should consider proximity to transport, supermarket, schools
and other essential services, as well as affordability, given the Household will rely on government
income until they secure employment.

In planning how they will approach housing, CSGs should consider:
e  Who will assist the Refugee Household to complete the relevant paperwork
e  Who will act as a personal reference if required
e How will the Refugee Household get to and from housing inspections
e What documents may be needed to evidence the newcomers’ income
e What documents could be included to support the application eg. letters from CSG members
e Connection of utilities - electricity, gas, water, internet, etc.

CSGs tend to report positive outcomes from establishing relationships with local landlords/real estate
agents before Household arrives. Housing is often secured through informal or hidden housing
markets (word of mouth, community Facebook groups, etc.)

2.3 Furniture and Basic Household Goods

smaller items are not forgotten. This list of Basic Household Goods is provided by the
government to its funded settlement service providers and outlines the items that
constitute a full household goods package for newly arrived Refugee Households. It is
provided here as a guide. CSGs are encouraged to speak with the Household they welcome to ensure
their preferences and needs are understood.

; g CSGs are encouraged to develop a full list of items that are likely to be required, to ensure

CSGs should ensure second-hand and other donated goods are clean and in good repair with no tears,
stains or obvious damage. A general principle is that if an item is not of a quality that you would
provide to a friend, then it shouldn’t be provided to the Household.

CRSA recommends that linen (all bedding including mattress protectors and towels) be provided new
and that crockery and cutlery be provided new or in matching sets. CSGs are also asked to consider
that some Households with specific dietary requirements, such as halal food, may prefer not to use
second-hand crockery, cutlery and cooking pots and pans.

Apart from whitegoods such as a fridge and washing machine, CSGs are encouraged to wait for the
Household to arrive before purchasing furniture, so individual and cultural preferences can be
accommodated (eg. some Households may prefer a rug and cushions to a dining table, or a large family
bed to individual beds). These should not be assumed but discussed with the Refugee Household.

If you’ve chosen to furnish a home pre-arrival, we recommend advising the Household that some
items can be updated if needed, noting that some people may be reluctant to advise that something
hasn’t met their needs. You only get to do first once; making it special and dignified can go a long way.

If the newcomers settle into furnished housing, CSGs should provide them with a furniture allowance
upon completing the 12-month period of support, to ensure they’re not disadvantaged and are able
to access the furniture to which they’re entitled.

CSGs can access discounted goods at The Good Guys. See 'Acquiring household goods' linked HERE for
more information.

13
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CRISP refugee newcomers might be eligible for a state government bond loan scheme. For
information about each state/territory’s bond loan schemes, see the 'Housing' chapter in
the 'Setting in and the year ahead' library.

There are a range of schemes available at national and state levels that provide utility
concessions for people on low incomes. For more information about utility relief schemes
in your state/territory, see 'Bills and Energy-saving resources’ and ’Utility Bill Assistance

Programs’.

HOUSING Summary: Checklist and Considerations

HOUSING Checklist

Has the lease been explained to the
Household with an? Read Advice for working
with TIS National Interpreters

Does the Household know what will occur
when their current lease ends?

Have household goods been provided?

Does the Household know how to search and
apply for rental properties online?

Are they paying rent independently?

Are they paying bills independently?

Are they receiving rent assistance from
Services Australia?
Have any CSG
terminated?

Are they eligible for a bond loan?

Are they eligible for utility assistance?
Are they aware of their rights as tenants?

rental subsidies been

refugeesponsorship.org.au

Assumptions and Expectations
The appearance of household goods can be

important for newcomers to reestablish a
sense of dignity. CSGs should scrutinise
donated items and be selective. Anything you
wouldn’t give a friend shouldn’t be given to
newcomers.

Agency

Consider how items can be provided in a
dignified way, such as providing gift cards to
the newcomers rather than choosing for
them or taking them shopping.

Considering Culture
Attitudes towards second-hand goods differ

between cultures and between individuals.
Not everyone will be comfortable accepting
second hand goods. Some people may
associate accepting donated goods with a
feeling of shame. Open communication here
will go a long way.
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3. Language and Communication

CSGs should register with the Free Interpreting Service and use interpreters as required. They

should also ensure the newcomers know how to access an interpreter.

3.1 Pre-Arrival Communication

CSGs are encouraged to establish contact with the Household pre-arrival, so they can get
% to know each other, plan together for the newcomers’ arrival and establish how they plan

to work together. This document about Establishing Contact with Refugees Offshore may
assist CSGs as they prepare to establish initial contact with the Refugee Household.

Some CSGs like to nominate one CSG member to be the sole point of contact with the Household pre-
arrival. Others prefer to establish a WhatsApp group with all CSG members. There is no ‘right’” way.

CSGs are also encouraged to consider the timing in which they establish contact with the Household.
While some CSGs choose to establish contact as soon as they receive the Household’s contact details
(when their travel is requested), others prefer to wait until flight details have been received. There
are pros and cons either way; CRSA can talk this through with CSGs at the relevant time.

WhatsApp tends to be the most common communication tool for many Households pre-arrival.
WhatsApp messages have a built-in translation function which can be a helpful tool for prompt and
efficient correspondence (though they should not be relied on for medical or legal matters).

For translation of longer messages, CSGs may like to use the Tarjimly app, which is free of charge and
uses human as opposed to automated translation. However, it is recommended for informal
communications only; for formal documents, see ‘Document Translation’, below.

3.2 Post-Arrival Communication

CSGs should also consider how they will maintain contact with the Refugee Household they welcome
once they arrive in Australia, such as a WhatsApp group with all CSG members if one has not yet been
established. In this, CSGs are directed to the CSG Code of Conduct and Child Safety Undertaking
regarding the use of social media and other communications platforms, with particular reference to
the sharing of the Refugee Household’s information or images, and with regards to children.

3.3 The Importance of Language Support

CSGs should make it clear to the Household they welcome that they can request an interpreter when
needed, including in their interactions with the CSG and with other service providers. CRSA’s
Newcomer Orientation Booklet, which CSGs are asked to print in the Household’s language and have
available for them at their on-arrival accommodation, includes instructions for refugee newcomers to
access an interpreter if needed.
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CSGs in the CRISP have access to free, professional interpreting support through the government’s
Free Interpreting Service (FIS). The FIS provides telephone interpreting which can be accessed on-the-
spot or booked in advance. In some regions, the FIS can also provide onsite interpreting during
business hours. CSGs will be provided with instructions to register for the FIS upon being matched
with a Refugee Household.

CSGs are encouraged to keep the following in mind, regarding language support:

e  Where any adult within the Household has limited English, a professional interpreter should
be used for medical and legal matters, including signing a lease.

e Relying on children in the Household for language support can put pressure on children,
impact on family dynamics and result in parents censoring what they say.

e Relying on one CSG or community member for language support can become a burden for
that person, create dependence and stifle what the newcomers feel they can say.

e (CSGs may need to educate local services (GP, real estate agent, school staff) about how to
access interpreters —they should have access to free interpreting through their own accounts.

e Google Translate and similar apps can be helpful but have their limitations. Communicating
via apps alone can feel limiting and dehumanising for some newcomers. Regular opportunities
to speak freely in one’s first language is vital for rapport and conveying nuanced information.

e Some CSGs find it helpful throughout the first few months to schedule a regular (eg. weekly)
meeting with a telephone or onsite interpreter, to provide space for more complex discussions
and to ensure the Household knows they will have a forum to raise any concerns or questions
they may have. This can be reduced in frequency over time.

The image below sets out the steps involved in arranging an interpreter, whether initiated by the CSG
or by the Refugee Household.

Prebook or call

TIS on
131450, quote
your FIS code

to connect with

interpreter

TIS will
Option 1: Call connect you
For TIS on with
Refugee 131450 registered &
Household approved
services

Option 2:
For Call t::
provider

Refugee
Household
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Translation of documents must be undertaken by an accredited translator to be accepted as a verified
translation. CRISP newcomers are eligible for free, accredited translation of up to 10 documents within
their first two years of getting their visa. This service is provided by the Telephone and Interpreting
Service (TIS) but requires a separate login and application process to the Free Interpreting Service
process that CSGs will be using for (verbal) interpretation.

For more information, and to start an application, see HERE.

Types of documents that can be submitted for free translation include those relating to:
e Identity eg. birth, marriage, divorce, custody, death certificates.
e Facilitation eg. drivers’ licence, police certificates, medical reports.
e Education eg. school certificates, academic transcripts, etc.
o Employment eg. trade certificates, employment contracts, etc.

3.5 Conversational English

While the Refugee Household should be encouraged to engage with formal English language classes,
confidence and competence in English is often attained through more informal, incidental
opportunities to practice conversational English. The relationship between CSGs and Households can
provide significant opportunities for newcomers to practice conversational English. Some CSGs make
time each week specifically for conversational English practice. These opportunities to practice English
should never replace the use of formal interpreters for important conversations.

3.6 LANGUAGE/COMMUNICATION Summary: Checklist & Considerations

LANGUAGE Summary Considering Culture

Communication styles differ across cultures, and

Is the Refugee Household engaged

with the Adult Migrant English
Program (AMEP)?

Is the Household engaged in any
alternative English learning
opportunities, such as classes at a
local library or community centre?

Does the Household know how to
access an interpreter if needed?

refugeesponsorship.org.au

some people may be accustomed to more indirect,
deferential communication styles. Asking for help
can be difficult for anyone, even without a language
barrier. CSGs are encouraged to regularly and
explicitly ask newcomers if they have questions or
needs rather than assuming they will ask for help if
needed.

Privacy and Confidentiality
Respecting newcomers’ privacy is critical to building

and maintaining trust. While people who speak their
language can be a great help, there may be some
matters the Household won’t want to discuss with a
community member. Using an interpreter enables
anonymity, which may be preferable for certain
discussions.
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4. Accessing Essential Services (including Services Australia)

CSGs are responsible for assisting the Refugee Household to open an Australian bank account and

to register for income support, Medicare and a Tax File Number through Services Australia.

4.1 Bank Account

Newcomers won’t be able to register for income support or Medicare until they have an Australian
bank account. CSGs should therefore support the newcomers to open a bank account ASAP (ideally
within 48 hours of arrival) so access to income and Medicare can commence within a week of arrival.

CSGs are encouraged to consult banks in their area before the Household arrives, to establish which
will enable a new account to be opened with only an Australian government issued ImmiCard as
identification. Some CSGs may have to consult a few banks before finding one that can facilitate this
process. If this process is only undertaken once the Refugee Household has arrived, it could delay the
commencement of their Services Australia income support. CRSA has received reports from CSGs that
some branches of the Commonwealth Bank can open a bank account for the newcomers pre-arrival.

While the bank forms will need to be signed by the newcomers, CSGs are encouraged to have the
forms ready before they arrive, and to pre-fill any sections that might expedite the process.

The newcomers may require assistance to activate bank cards, navigate online banking, use an ATM
machine and use ‘Pay Pass’. Some CSGs also encourage the newcomers to check their bank statements
regularly, to establish visibility and control over expenditure.

To ensure the newcomers’ income support can commence without delay, CSGs should request a letter
from the bank, at the initial appointment, with the Refugee Household members’ names and the bank
account details. This is required for the Services Australia registration process and will serve as an
additional identity document.

4.2 Services Australia

Services Australia (formerly ‘Centrelink’) will assist with government income support and
% Medicare. CSGs are urged to follow this Services Australia Registration Guide, and to
submit all initial paperwork via email rather than attending the local office. Most local
offices are not staffed by members of the Refugee Services team and may provide incorrect
advice, which could delay the commencement of income payments.

For more information about Services Australia, beyond the step-by-step Services Australia
Registration Guide linked above, CSGs can consult these slides provided by Services Australia, which
also provide an overview of Services Australia support and relevant processes for CRISP refugee
participants.

CRSA encourages CSGs to have realistic expectations about the inherent challenges of engaging with
large bureaucracies like Services Australia, including telephone and office wait times, automated
communications and the complexity of the application forms.
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4.3 Payment Types and Pay Rates

Information about Services Australia payments which refugees may be eligible for is
% available here. To see estimated pay rates, see here.

The primary payment that newly arrived adult refugees receive will likely be either:
e JobSeeker Payment (for people seeking employment) or
e Parenting Payment (for primary carers of children under 8 years for a single parent, or under 6
years for partnered parents).

There are two additional payments available for families with children:
e Family Tax Benefit A (paid per child, to assist with the costs of raising each child)
e Family Tax Benefit B (paid once per family, recognising the impact of parenting on work).

4.4 How to Register for Services Australia Income Support

To ensure income support commences without delay, CSGs should follow the steps

% outlined in this Services Australia Registration Guide. We recommend that CSGs refrain

from attending their local Services Australia office within the first 12 weeks of arrival. Most

offices don’t have staff onsite from the Refugee Services team, which may see CSGs receive

incorrect advice and the delayed commencement of income payments. The first 12 weeks should be
managed via email to arrivals.national@servicesaustralia.gov.au.

4.5 Medicare

CSGs should assist the newcomers to register for Medicare as soon as possible (within one week of
arrival). Medical issues can arise without notice and even if a GP is willing to waive their fee, pathology
and other diagnostic services will incur a cost if Medicare has not been established.

Urgent medical costs that arise before the newcomers receive their Medicare number may need to
be borne by the CSG (at the discretion of the medical provider, they may be able to be reimbursed
once the Medicare number is received).

CSGs are not required to complete a separate form to enrol the Refugee Household for Medicare. The
Claim for persons granted a Refugee, Humanitarian or Protection Visa Form (SS415) constitutes an
application for Medicare as well as for income support.

Given it takes a few weeks to receive the Medicare card, CSGs should request a letter from Services
Australia at the initial appointment with newcomers’ Medicare numbers. This will enable them to
access bulk-billed care while they await the Medicare card and provides an additional ID document.

4.6 Tax File Number

Following the newcomers’ initial appointment with Services Australia, CSGs should assist the
newcomers to apply for a tax file number online, through the Individual Auto Registration tool on the
Australian Tax Office website.
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4.7 Engaging with Services Australia

The arrivals.national@servicesaustralia.gov.au email address is staffed by a centralised national team
that specialises in supporting newly arrived refugees. The email address is only provided to settlement
caseworkers and CSGs within the CRISP. Services Australia asks CSGs not to share it with newcomers.
This address allows refugees’ applications to be fast-tracked within Services Australia and is only
relevant for the first 3 months post-arrival.

For correspondence with Services Australia beyond the initial registration process (the first 12 weeks
in Australia), or where the Household wants to establish contact with Services Australia directly, they
can speak to skilled bilingual Services Australia staff, from Monday to Friday, 8am to 5pm on the
Services Australia Multilingual Phone Line (131 202).

4.8 Multicultural Services Officers (MSOs)

In some regions, Services Australia has Multicultural Services Officers (MSOs) to support people with
diverse cultural and linguistic backgrounds on an ongoing basis. CSGs are encouraged to ask whether
an MSO is available in their region at the newcomers’ initial appointment with Services Australia.

4.9 Mutual Obligations Requirements (Reporting Income)

Newcomers will be invited to a second appointment with Services Australia at around 12 weeks post-
arrival, where they will be advised about how and when to report income.

CSGs are encouraged to support the newcomers to report income independently as soon as possible,
as opposed to doing it for them. This process is never simple, regardless of how long someone has
been in Australia. CSGs may find it difficult to hand this over to the newcomers down the track if an
expectation has been established that its complexity necessitates it being managed by the CSG.

4.10 Identity Documents and Visa Entitlement Verification Online (VEVO)

In their early days in Australia, newcomers may not have the identity documents requested by some
services. The Department of Home Affairs’ Visa Entitlement Verification Online (VEVO) website allows
visa holders, employers, schools and other organisations to check newcomers’ visa conditions.

4.11 ESSENTIAL REGISTRATIONS Summary: Checklist & Considerations

ESSENTIAL REGISTRATIONS Checklist
Are they receiving income support and
Medicare?
Do they have tax file numbers?
Do they know how to contact Services

Strengths-Based Approach
Focusing on the Refugee Household’s strengths

and abilities will be critical to building their
independence and self-sufficiency. CSGs are

encouraged to focus on building the capacity of
the Refugee Household to engage with Services
Australia directly from the outset, or as soon as
possible post-arrival.

Australia?
Has any CSG authority to liaise with
Services Aus been removed before exit?

Are they reporting income?
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5. Health and Wellbeing

CSGs are responsible for ensuring the newcomers are connected with healthcare that meets their

physical and mental health needs, and that they know how to access healthcare independently.

5.1 Physical Health

People with refugee backgrounds will experience similar health concerns to their Australian-born
counterparts but may also have health issues specific to their country of origin or their migration
experience. Refugees tend to have higher rates of long-term physical and psychological issues than
other migrants, due to a range of factors relating to the experience of forced migration, including
deprivation, persecution and human rights violations as well as post-migration stressors.

Some people arriving in Australia may have had limited or interrupted access to health care and may
require urgent access to medication, contraception, diagnostics and other health services. Many will
require assistance to access a range of immunisations, most notably children, who will not be able to
enrol in school, kindergarten or childcare until they have ‘caught up’ with the Australian vaccination
schedule. It is therefore recommended that all newly arrived refugees be connected with a GP within
their first month in Australia.

5.2 Accessing Pre-Arrival Health Information

On being matched with a Refugee Household, CSGs will receive a Refugee Household Profile which
will include the refugee participants’ HAP IDs. A HAP ID is a unique health identifier used by refugees
during their pre-migration health process. The Refugee Health Network of Australia (RheaNA) can
access refugees’ pre-arrival health information using the Refugee Household members’ individualised
HAP IDs. CSGs can find their primary state or territory Refugee Health contact HERE.

All Refugee Health services, and all clinics listed HERE, have access to the HAPlite database, which
contains refugees’ pre-migration health information.

CSGs with a Refugee Health service in their region, can arrange for the newcomers to receive a full
Refugee Health Assessment though Refugee Health, before they engage with a GP for ongoing care.

CSGs without a Refugee Health service in their region, can arrange for the lead Refugee Health service
in their state/territory to transfer the Household’s pre-arrival health records to the GP.

Each Refugee Health service will have their own registration and consent processes.

ALL CSGs in WA are asked to seek advice from the Humanitarian Entrant Health Service pre-arrival.
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5.3 Before the Refugee Household arrives in Australia
BEFORE the Refugee Household has arrived in Australia, CSG are encouraged to research:

e The availability of Refugee Health services in their region, with a view to newcomers receiving
a full Refugee Health Assessment on arrival (before engaging with a GP for ongoing care).

e GPs in their region, including whether they will bulk-bill and use an interpreter if required.
This list of clinics has access to the HAP Portal which contains refugees’ pre-arrival records.

5.4 After the Refugee Household arrives in Australia
AFTER the Refugee Household has arrived in Australia, CSGs are encouraged to:

e Support them to make an initial Refugee Health or GP appointment within one month of
arrival and advise how to make appointments independently.

e Consider booking the newcomers in for a full Refugee Health Assessment, through a Refugee
Health service or GP. This includes a full medical history and mental health assessment and
will pick up any vaccination, medication or other requirements that may be missed in a
standard ‘check-up’. This may require a couple of long (double) appointment.

e Encourage newcomers to bring any medical documents they have to their initial appointment.

e Explain the importance of scheduling appointments before attending GPs, checking that they
bulk bill if they have not attended a clinic before, and of requesting an interpreter if needed.

e Explain how and when to call an ambulance, where the nearest major hospital is, and the
importance of avoiding emergency departments and ambulances for non-urgent matters.

e Encourage newcomers to form a relationship with a GP they feel comfortable with and explain
that GPs are the first point of contact for all non-urgent physical and mental health matters.

e Normalise mental healthcare as being common and encouraged in Australia.

Some GPs may be unaware that free interpreters are available for all GPs via the Telephone and
Interpreting Service (TIS) National Doctors Priority Line: phone 1300 131 450. CSGs and refugee
participants may find it useful to provide this information to the relevant GP.

If there are no local services with experience in refugee health or Refugee Health Assessments, CSGs
can direct the local healthcare provider to the Refugee Health Guide, which informs doctors, nurses
and other providers about common refugee health needs.

CSGs and newcomers can consult the Refugee Health Network of Australia or their state’s specialist
Refugee Health Nurse Service with any questions or concerns they might have about their health
needs. These services are available to provide secondary consultation to refugees, and people
supporting them, including remotely for those in regional areas.
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5.5 Dental and Optical

Dental: The National Child Dental Benefits Schedule provides free dental services (up to a certain
threshold) to eligible children. More information is available in 'Public Dental Programs.'

Optical: Government-funded spectacle schemes are operated by all state/territory governments.
Individual eligibility and subsidy levels vary between jurisdictions. For more information, see HERE.

5.6 Mental Health

Settling in Australia can be stressful and is not a linear process, with mental health issues often
presenting several months post-arrival, when the initial adrenaline and ‘honeymoon period’ have
worn off. CSGs should check-in regularly with the newcomers, throughout the 12-month period, and
encourage them to access mental healthcare if they feel, including through their GP.

CSGs should research local mental health services before the Household arrives, so they can
confidently provide information on arrival that enables newcomers to access mental healthcare
independently as they need it, rather than relying on the CSG to offer support at the appropriate time.

Though services will differ across regions, the two main pathways for CSGs to be aware of are:
e Access to a free or subsidised psychologist by requesting a Mental Health Care Plan from a
GP. This is appropriate for general mental health issues that any person can face.
e Access to specialist support for survivors of trauma. See ‘Torture and Trauma’, below.

CSGs are also encouraged to provide newcomers with details of 24/7 support services such as Lifeline
(13 11 14) and to remind them of the importance of requesting an interpreter if needed.

CSGs with urgent concerns about a newcomer’s mental health (risk of harm to self or others) can:
e Contact emergency services (000) or help them present to a hospital emergency department
e Contact the local Crisis Assessment and Treatment Team (known in some states as a
Psychiatric Emergency Team) for immediate help, 24 hours per day. See details HERE.

5.7 Torture and Trauma Services

In addition to the mental health vulnerabilities any person can face, people with refugee experiences
can experience specific concerns that relate to their pre-arrival experiences. CRISP newcomers are
eligible for government-funded, specialised mental health support through the Forum of Australian
Services for Survivors of Torture and Trauma, a national network of eight specialist agencies. There is
one FASSTT member agency in each state/territory. Find your local provider HERE.

5.8 HEALTH Summary: Checklist and Considerations

HEALTH Checklist
Have they been connected with a GP?
Can they make their own appointments?

Considering Culture: Conceptions of mental
health differ across cultures and can carry
stigma. CSGs should explain that in Australia,

mental health extends beyond diagnosed
disorders to general wellbeing, and that mental
health support is accepted and encouraged.

Do they know how to access mental

health support?
Do they know how/when to contact 000?
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6. Education

CSGs are responsible for enrolling children in school, connecting preschool aged children with

kindergarten or preschool, and connecting adult refugee participants with English classes and
other educational pathways that may be of interest to them.

6.1 School Aged Children

The age range in which children are legally required to attend school varies from state to state, but
children are usually required to attend school or be otherwise engaged in education between the ages
of six and seventeen years. CSGs are encouraged to consult their state government website to
understand the education requirements for children in their area.

The long-term address of the Refugee Household is likely to impact which school the children in the
Household can enrol in. CSGs are therefore encouraged to prioritise supporting the Refugee
Household to secure long-term housing in the immediate post-arrival period, so children can be
enrolled in school without a protracted delay. CSGs should also note that children may not be able to
enrol in school until they have caught up with the Australian vaccination schedule. CSGs’ local GP or
Refugee Health service will be able to assist the Refugee Household with vaccinations.

Some regions across Australia have intensive English language schools, which offer up to six months
of intensive English language support to newly arrived, school-aged children, before they transition to
a mainstream school.

If there is no intensive English language school in the CSG’s region, or the newcomers prefer to attend
a mainstream school from the outset, CSGs should consult their local school, and/or state government
education website to understand what support is available for children requiring English language
support. CRSA’s Community Hub outlines what'’s available in each state and territory. See HERE.

6.2 Preschool Aged Children

CSGs are encouraged to connect preschool aged children with kindergarten or preschool at the
appropriate age and should consult their local council to understand what is available in their region.
Children from non-English speaking backgrounds can be at a disadvantage in school if they lacked
exposure to English language before commencing formal schooling. CSGs are therefore encouraged
to support families with children below kindergarten age to engage with other educational
opportunities, such as playgroups facilitated by local councils and activities delivered at local libraries.

6.3 Adult Migrant English Program (AMEP)

Refugee participants of the CRISP are eligible for free English language classes through the Adult
Migrant English Program (AMEP), which is delivered across Australia. Find your nearest AMEP provider
here. In some areas, AMEP can be accessed remotely, through distance learning. In areas with no local
AMEP provider, CSGs are encouraged to contact their nearest TAFE.
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Refugee parents who engage with English classes through the AMEP are eligible for free childcare for
the duration of their engagement. Childcare is usually provided at a nearby childcare centre, though
in some regions, it is provided onsite at the AMEP provider.

Those engaging with the AMEP can also request additional support through the national AMEP
Volunteer Tutor Scheme, which connects refugee participants with a trained volunteer tutor who can
virtually meet with them, one-on-one, each week.

CSGs are encouraged to discuss and support any other educational aspirations the Refugee Household
might have, apart from English classes. Some AMEP providers have career advisors in-house.

6.4 AMEP Online

AMEPOnline is a free English language learning website available to anyone, anywhere and anytime.
Refugee newcomers can access it on their mobile phone or computer regardless of whether or not
they are enrolled with the AMEP.

AMEPOnlineoffers a wide range of interactive, audio and video activities to support newcomers’
English learning across five English levels, including beginner levels.

While all refugee newcomers would likely benefit from knowing how to access AMEPOnline, this
resource will likely be particularly beneficial for Refugee Households settling in regional areas that
may not have a local AMEP provider, and for refugee newcomers who may not be able to access an
AMEP classroom for other reasons, such as caring responsibilities, health concerns or disability.

6.5 EDUCATION Summary: Checklist and Considerations

EDUCATION Checklist Trauma-Informed Approaches
Past experiences of trauma can impact peoples’
e Are children enrolled in school? ability to retain information. This can manifest in
some newcomers not learning English as quickly
Are adults engaged with AMEP? as some CSG members may have expected.

Can they access AMEPOnline? CSGs should reserve judgement and reflect on

how difficult it is to learn a new language,
Are there other courses they might particularly as an adult, even without ongoing
like help to engage with? impacts of past trauma.
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7. Transport

CSGs should support newcomers to become independently mobile as soon as possible.

7.1 Setting Expectations about Transport

Refugee participants will have many important tasks to complete in their first weeks in Australia, so
CSGs are encouraged to consider, pre-arrival, how they’ll support the newcomers during this period.
CSGs are encouraged to set clear expectations with newcomers about their group’s ability to provide
transport, particularly in the soon after arrival, to promote a shared understanding.

In the immediate post-arrival period, some CSGs choose to transport newcomers to their initial
appointments by car as a matter of efficiency. Others prefer to use the initial appointments as an
opportunity to orientate newcomers to public transport by accompanying them to their initial
appointments on public transport. This can help set newcomers’ expectation that public transport will
be their primary mode of transport. There is no right or wrong; CSGs should do what works for them.

7.2 Public Transport

Independent mobility is a key settlement milestone. In areas with ready access to public transport,
CSGs should support the newcomers to access public transport as soon as possible, including using
early appointments as opportunities to accompany newcomers on public transport. Public transport
orientation should include education about how to top up a travel card.

7.3 Driving

CSGs should direct newcomers to their state transport authority to understand licencing requirements
and to explain the legalities and costs of maintaining a vehicle in Australia to enable newcomers to
make an informed decision before purchasing a vehicle. Information about registration and insurance,
and laws relating to speeding, seatbelts, child car seats, etc. may be new to many. Where newcomers
want to obtain their licence, CSGs can draw in support from across the broader community, such as
arranging a roster for people to assist the newcomers to accrue adequate hours of driving practice.

7.4 TRANSPORT Summary: Objectives and Considerations

TRANSPORT Checklist
Can they use public transport independently?
Can they purchase or ‘top up’ their ticket?
Do they know how to obtain a driving licence?

Strengths-Based Approach
CSGs may think they’re helping the

newcomers by transporting them to
appointments, but this can create

dependency. Newcomers should be
encouraged to access public
transportation independently as soon
as possible.

Can they access driving manuals in their language?

Are there any free or subsidised driving lessons
they can access?
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8. Employment

CSGs are encouraged to support the Refugee Household towards full economic participation in

the Australian community, including through employment. In doing so, they should ensure the
newcomers’ own career aspirations are at the fore.

8.1 Understanding the Career Aspirations of newcomers

Refugees arrive in Australia with a range of skills and levels of education. Finding work in Australia
that’s commensurate with their skills and experience can be important for integration and self-
esteem.

Early entry to the workforce may help the Household gain a sense of control and belonging, improve
their English and become self-sufficient sooner. However, entering the workforce too soon may see
some newcomers accept low-skilled jobs that don’t harness their existing experience and expertise.
Early entry may also delay opportunities for formal English training, skills upgrading and recognition
of overseas qualifications. The first few months post-arrival may be the only opportunity newcomers
have to study English full-time.

CSGs should ensure newcomers’ own aspirations are at the fore in their support.

8.2 Employment Readiness

While it can take time for some people with refugee backgrounds to become ‘job ready’ in Australia,
others may be ‘job ready’ on arrival. Rushing people into employment before they’re ready can
negatively affect their confidence in the workforce in the long-term. CSGs are not responsible for
finding work for the Household they support, though they can be a great support for those ready to
find work. Assisting them to practice conversational English, develop a resume that meets Australian
standards, connect with volunteer opportunities, search for jobs online, prepare for interviews, etc
are all important steps CSGs can undertake to support the Household to become ‘job ready’.

8.3 Employees’ Rights in the Workplace

Australian Red Cross’” Work Right Hub contains resources in a range of languages to assist people to
understand their rights as employees in Australia. CRSA’s Community Hub has additional resources,
including the Fair Work Ombudsman’s Guide to Starting a New Job.

Newcomers should be supported to make their own work-related decisions. CSGs are not responsible
for those decisions but are encouraged to point the newcomers towards resources that inform them
of their rights and obligations, to give them every chance of making informed decisions.

8.4 Pre-Arrival Skills, Qualifications and Expertise

The process for having overseas qualifications assessed against Australian standards varies from state
to state but is generally free for Australian residents.
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The process of having overseas skills recognised also varies between industries and can be a lengthy
and expensive process, particularly if newcomer’s English language proficiency is not yet adequate for
them to pass an examination. To avoid paying fees with each attempt, newcomers are usually
encouraged to wait until they have adequate English proficiency before undertaking any exams that
incur a cost. CSGs should refrain from giving advice in this area and direct the Household to the
relevant industry peak body.

8.5 Cash-in-Hand Employment

Cash-in-hand employment can be common among newly arrived migrants and refugees and can leave
them vulnerable to exploitation. For example, cash-in-hand employment often means the employee
is not paying tax, which is unlawful, and can also mean they do not receive superannuation, leave
entitlements or payslips. If anything goes wrong and the employee seeks to make a complaint, it can
be difficult for them to prove they were employed or that they worked the hours they did. This
Factsheet about Cash-in-Hand Employment developed by the JobWatch Employment Rights Legal
Centre explains the steps that employees can take to protect themselves when they’re paid cash.

Refugee newcomers are entitled to make their own decision about what employment they undertake.
CSGs are not responsible for these choices but are encouraged to provide relevant information to
newcomers, to assist them to make an informed decision.

8.6 Entrepreneurship

Refugees and humanitarian entrants have higher rates of business ownership than any other migrants
in Australia and are almost twice as likely to be entrepreneurs as the wider Australian population.
Government data shows that almost 30% of all refugees will start a small business within 10 years of
arriving in Australia’. Thrive Refugee Enterprises provides business loans and mentorship to refugees
seeking to start a small business.

8.7 EMPLOYMENT Summary: Checklist and Considerations

EMPLOYMENT Checklist

Agency

e Do the newcomers have a resume that
meets Australian standards?

Do they know how to search for jobs
online?

Do they know how to

search for
volunteering opportunities?

Do they know how to report income to
Services Australia?

Do they know where to find info about
their workplace rights?

Do they know how to access info about

tax, suerannuation etc?

refugeesponsorship.org.au

While CSGs are encouraged to provide
information about their work rights in
Australia, they are not responsible for the
choices the Household makes.

Managing Expectations and Assumptions
It is up to Refugee Household to decide

when to seek employment and the jobs

they will apply for, even if their decisions
challenge the CSG’s expectations.
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9. Economic Participation (Finance and Budgeting)

CSGs should assist the newcomers to establish a lifestyle that is within their means.

9.1 Supporting Newcomers to Establish a Lifestyle within their Means

The role of CSGs is intended to be primarily non-financial, apart from some initial start-up costs that
are not envisaged to extend beyond approximately three months post-arrival. While each group will
do things their way, CRSA encourages CSGs to be mindful of any financial support being provided
beyond three months post-arrival. While CSGs may find it difficult to understand how people will
survive on government income support alone, this is the reality for many in Australia. CSGs should
focus on supporting the Household to establish a lifestyle that’s within their means.

9.2 Financial Literacy

and economy (think about how hard it can feel to convert currency rates when you

travel!). Some newcomers will also be used to a cash economy. This can make the
Australian system of bank cards, direct debits, online banking, bank transfers, etc. feel overwhelming.
Feeling a lack of control over one’s finances can extend to feeling a lack of control more broadly, which
can significantly impact on wellbeing. CRSA’s Community Hub has a range of resources relating to
financial literacy, HERE.

2 % It can take a while to establish a sense of control over one’s finances in a new environment

9.3 Remittances

It is common for refugees and migrants to send money to loved ones overseas, sometimes for many
years. Indeed, it’s understandable for people who may not have had access to a regular income for
some time (or perhaps ever), to want to support loved ones who remain in difficult circumstances;
particularly for people from collectivist cultures. It is the newcomers’ right to spend their money how
they wish. As above, CSGs are not expected to provide financial support beyond initial start-up costs.

9.4 FINANCE & BUDGETTING Summary: Checklist and Considerations

Privacy and Confidentiality
Newcomers should be afforded the same privacy over their

finances as anyone else. Some may not want to discuss
their spending with the CSG. This should be respected.

FINANCE Checklist

e Has a bank account been
opened?
Are they meeting all their

Considering Culture
How people think about money varies across cultures. This

may relate to who holds the money and what money is
spent on. CSGs should approach this area of support in a
way that respects choice and reserves judgement.

expenses independently
(without the financial support
of the group)?

29
refugeesponsorship.org.au


http://www.refugeesponsorship.org.au/
https://communityhub.refugeesponsorship.org.au/zcs/manual/preparing-for-month-one/article/financial-literacy-and-budgeting
https://refugeesponsorshiporgau.sharepoint.com/:w:/s/ExternalCollaboration/IQDskX_JqPK6Q69-lgreow7vAdQ6xACNMWQiM-H3w6KkGOE?e=LhhGLq
https://refugeesponsorshiporgau.sharepoint.com/:w:/s/ExternalCollaboration/IQBPOj7UDrDnRrb_8oiILSu7AXYYCmDCRc88j2qDdWaQkWA?e=8Yfczv

. . Community
Community Refugee Integration and Settlement Program (CRISP) @ Refugee

Settlement Guidebook (July 2026) iﬂggﬁ;hip

10. Community Connectedness

CSGs should prioritise newcomers’ connection to the local community, to avoid dependence on

the CSG and to encourage agency and independence. CSGs should consider newcomers’ culture
and religion and the specific needs of children, youth, elderly and LGBTQIA+ people.

10.1 Religion and Faith

Refugees are as diverse as any other part of the population, so their connection to religion and faith
should not be assumed. However, for some, an early connection with a place of worship can be among
the most meaningful settlement milestones. CSGs are encouraged to establish contact with a relevant
local faith-based institution pre-arrival, to engage them in the welcome and seek advice if needed.

10.2 Diaspora Communities

While CSGs should not assume newcomers want to connect with their diaspora community, for many,
this connection is critical. Local community members who share a cultural, linguistic or faith
background as the newcomers can support CSGs to understand the newcomers’ cultural practices,
norms and needs. CSGs are encouraged to research the location of local community members or
community organisations with the same cultural background as the newcomers they welcome and to
seek cultural guidance from a relevant ethno-specific organisation if appropriate.

10.3 Local Services

CSGs should scope their local service sector by identifying a key service that relates to each settlement
outcome listed in this Guide (health, education, employment, transport, community connectedness,
etc). Including a brief description of each of these as part of the newcomers’ initial orientation can
build their self-sufficiency to access services independently in the future, without relying on the CSG.

10.4 Settlement Engagement and Transition Support (SETS)

The Settlement Engagement and Transition Support (SETS) program provides newly arrived refugees
with settlement-related information and advice. There are approximately 100 funded SETS providers
around Australia. Find your local SETS provider here. CSGs are encouraged to connect the Household
they support with their local SETS provider (if there is one in their region), as SETS can provide support
to newcomers beyond the 12-month CRISP period.

10.5 Local Communities

CSGs should support newcomers to engage with the broader community. Local sports clubs and social
groups offer enormous benefits in providing opportunities to practice conversational English and in
rebuilding a sense of community and purpose. Some may waive their fees for a refugee household.
Local libraries, local governments and neighbourhood houses are a good place to start with many
providing English classes and recreational activities. CSGs can find their local Neighbourhood House
or community centre HERE.
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10.6 Refugee Youth

The experiences and needs of refugee youth (generally defined as aged 12 - 24 years) are usually
distinct from those of adults, and from many of their Australian-born counterparts. Refugee youth
have enormous potential to be active participants in Australian society but can face challenges in
accessing the opportunities they're entitled to.

It is common among newly arrived families for children to take a lead in their families’ settlement,
including interpreting for their parents. This can put pressure on children and adolescents as they
navigate their own settlement journey while also experiencing the universal developmental
challenges of adolescence. It can also impact on family dynamics. CSGs should ensure newcomers and
local services know how to access free language support, so children don’t need to take on this role.

CSGs should explore youth-specific services and social activities. Connecting young people with others
in the community, outside of the school setting, can help build their self-esteem and social networks.

10.7 Children and Families

The refugee experience of forced migration, coupled with the stressors of settling in a new country,
can affect family wellbeing and parenting practices. Further, for many, parenting practices that were
normative in their countries of origin are not endorsed in Australia. While some CSGs may feel they
have valuable parenting advice to share with the Household, CSG members are encouraged to
consider how their feedback in this area could feel for newcomers trying to find their feet in Australia.

If CSG members have significant concerns about any parenting practices within the Household they’re
supporting, and suspect child abuse or neglect, they should advise CRSA and the relevant authority in
their state (see more in Part Three of this Guidebook). Where CSG members have no concerns for the
children’s wellbeing but think the parent/s may benefit from additional support, they should consult
a family support service in their area. Family support services can offer intensive support to families,
which can include home visits, subsidies for recreational activities and support to parent in a new
cultural context and without the extended family to which some newcomers might be accustomed.

10.8 LGBTQIA+ Newcomers

LGBTQIA+ newcomers may want to connect with queer community members and services, however,
this shouldn’t be assumed. CSGs are encouraged to research relevant local groups and services and to
be guided by the newcomer/s. Forcibly Displaced People Network may be able to provide guidance.

10.9 COMMUNITY Summary: Objectives and Considerations

COMMUNITY Checklist
Are they connected with the local
community (activities, library, etc)?

Managing Assumptions
While many newcomers may want to

engage with others with the same cultural

background, this shouldn’t be assumed.
Others may prefer to embed themselves
within the broader community. CSGs
should be guided by the newcomers.

Are they connected to their cultural,
linguistic or faith community?

Are LGBTQIA+ people connected to the
gqueer community (if they want to be)?
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11. Living in Australia: Cultures, Values and Inclusion

CSGs are encouraged to be intentional in providing information about their local community, the

Australian health and education systems, money management and Australian laws and culture.

11.1 Australian Cultural Orientation (AUSCO) Program

CSGs can consult the content from Australian Cultural Orientation (AUSCO), an optional, five-day
orientation that’s offered to refugees in the weeks before they depart for Australia by the
International Organisation for Migration (IOM) on behalf of the Australian government. More
information can be found here. AUSCO content is available here. In-language videos are available here.

11.2 Orientation Topics

For suggested information to include in your orientation with newcomers, please refer to CRSA's
Orientation Guide, the MyAus App and/or the Australian Citizenship Booklet.

11.3 Introduction to Australia’s First Nations History

As the Settlement Council of Australia notes in its Reconciliation Action Plan, ‘the experience of
settlement in Australia holds contrasting truths and deep complexities. For refugee communities,
settlement often represents safety, opportunity, hope, and the promise of belonging. Yet alongside
this is another reality: that the history of settlement in Australia began with displacement, violence,
and profound loss for Aboriginal and Torres Strait Islander peoples. The very concept of settlement is
painful to many First Nations peoples, because it is inseparable from the violence and erasure that
accompanied colonisation. That legacy continues through systems and structures that still marginalise
and harm First Nations communities today.’

To ensure their support of newcomers to ‘settle’ in Australia doesn’t inadvertently perpetuate the
ongoing erasure or dispossession of First Nations peoples, CSGs are encouraged to embed First
Nations recognition from the newcomers’ first days in Australia. This could involve providing
information about the local Traditional Owners, facilitating a meaningful Welcome to Country or
practicing an accurate Acknowledgement of Country with newcomers, or connecting them to local
Indigenous cultural centres, events and histories rather than presenting a purely Eurocentric version
of Australian society. SCOA’s Reconciliation Action Plan, linked above, provides a good starting point.

114 ORIENTATION Summary: Objectives and Considerations

ORIENTATION Checklist
Can they access healthcare?
Can they access education?

Considering Culture: There may be cultural
considerations to how orientation occurs. Some
newcomers may prefer certain conversations to be
with people of the same gender.

Can they navigate the local area?
Have information been provided
about child safety, family violence
and gender equality?

Strengths-Based: The primary goal is to enable
independence. CSGs should show ensure they’re
“doing with”, not “doing for”.
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12. Settlement Checklist

Community
Refugee
w Sponsorship

Australia

Settlement Need

Lead CSG member

Pre-Arrival

Arrange short-term accommodation

Arrange a welcome pack with food, toiletries, clothes, phone, etc.

Arrange income support for first two weeks

Register for the Free Interpreting Service

Identify & engage key community contacts (GP, real estate, etc)

Prepare Notification of Refugee Arrival form, to lodge post-arrival

Have bank and other Services Australia forms ready

Within One Week of Arrival

Meet newcomers at airport and transport to accommodation

Assist newcomers to open a bank account (within 48 hours)

Assist to register with Services Australia (for income and Medicare)

Orientate to neighbourhood:
Transport, shops, parks, police station, post office, etc.

Within One Month of Arrival

Connect refugee participants with a local GP

Assist refugee participants to secure long-term housing

Once Long-Term Housing is Secured

Assist refugee participants with connection of utilities

Provide furniture for long-term housing

Enrol children in school (and/or preschool if desired)

Assist adults to enrol in English classes and/or other study

Assist adults towards their employment goals:

Develop a resume, show how to search for jobs online, etc.

Assist newcomers to access employment if they’re ‘job ready’

Connect with local community, services, social/recreational opportunities,
place of worship, cultural/diaspora groups, etc.

refugeesponsorship.org.au
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Chapter Three: Possible Challenges

1. Managing Expectations and Assumptions

Going into any new experience with specific expectations can lead to disappointment. Similarly, most
challenges that CSGs come across in the CRISP tend to relate to their own assumptions and
expectations being challenged. Taking time before the newcomers arrive to set out how your group
will work together and navigate challenges will benefit you in the long term. Consider what might not
go to plan, what kinds of things may challenge you as a group and how might you mitigate the risk of
them occurring, or how might you work to accept them.

While CSGs generally undertake a lot of planning pre-arrival, CRSA encourages everyone involved with
the CRISP to maintain a flexible mindset and to follow the newcomers’ lead once they arrive. Refugee
Households generally arrive in Australia with their own plans. CSGs should focus on enabling the
newcomers’ own objectives for their lives in Australia.

2. Family Separation and Reunification

2.1 Family Separation

Unfortunately, family separation in situations of displacement is common, and CSGs should be
prepared for the Household they welcome to arrive in Australia with mixed emotions, often including
both joy for their future in Australia, and grief for those left behind.

Family separation is among the greatest emotional challenges of the refugee experience, and can
undermine newcomers’ settlement and integration journey, particularly when family members
overseas remain in unsafe conditions. CSGs wanting to read more about the impacts of family
separation on refugee settlement may find this article on 'Addressing the Pain of Separation for
Refugee Families' helpful.

Some CSGs may find it difficult to support the Household they’re working with through these
emotions. They are encouraged to refer the newcomers for mental health support as needed, and to
prioritise their own mental health too.

2.2 Family Reunification

It's common for newcomers to seek advice about to bring their loved ones to Australia. Despite the
costs and long processing times that can be involved, feeling one has done what one can for their
loved ones can be an important part of a Refugee Household feeling able to settle in Australia.

CSGs should refrain from providing legal or migration advice. Doing so can incur significant fines and
could inadvertently involve incorrect advice. Refugees should consult a registered migration agent
before lodging any visa applications or paying money to anyone offering to assist them. Unfortunately,
it’'s common to hear of unregistered people, here and overseas, claiming to be migration agents and
taking large sums of money from refugees seeking family reunification.
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The Office of the Migration Agents Registration Authority (OMARA) website has a register of all
registered migration agents. It can be used to find a migration agent in your local area, or to check an
agents’ registration status.

There are specialist services that provide migration advice to refugees at no cost. While they tend to
have long waiting lists, some may be able to provide migration advice (eg. which visa to apply for)
more immediately than full migration assistance (visa preparation and lodgement). You can find
details of the service in your state or territory HERE.

3. Refugee Requests to Relocate

3.1 Secondary Migration

As in any refugee settlement program, some refugees who arrive in Australia under the CRISP do
sometimes choose to move to another region within their first year. While a request from a Refugee
Household to relocate may feel upsetting for some group members, freedom of movement is
recognised by the Australian government as a basic human right that cannot be derogated from or
limited without legal cause. Refugees arriving in Australia under the CRISP therefore have the same
right to move freely around Australia as any other citizen or permanent resident.

Onward migration from the initial resettlement location is common among refugee populations
around the world and should not be viewed as indicating a failed sponsorship. On the contrary, some
suggest that such instances of secondary migration indicate that the newcomers received the support
they needed on arrival, allowing them to regain their sense of agency and control and to move forward
with their lives with confidence.

Some CSGs may choose to pre-empt discussions about where the Refugee Household they welcome
wants to live in the longer-term by advising them, on arrival, that they will have a scheduled meeting
three months post-arrival to review how the newcomers are feeling in their new community.

3.2 Responding to Refugee Requests to Relocate

We recommend that CSGs take a ‘slow and steady’ approach to refugee requests to relocate. Groups
should try to understand what the newcomers consider to be lacking in the initial location, and work
with the newcomers to ascertain whether their needs could be met in the initial location by bringing
in additional support. This could include:

e Ensuring they know how to visit other parts of Australia without having to relocate

e Connecting them to people with a similar cultural/linguistic background

e Connecting them remotely to people with a similar background if none are local

e Finding places where they can purchase familiar, culturally appropriate groceries

e Considering whether a regular trip to the proposed region may meet their needs

If the Household does opt to relocate, CRSA will work with the CSG and Household to assess their need
for settlement support in the new location. According to this assessment, CRSA will either refer them
for casework support (under the Humanitarian Settlement Program) or advise them of other supports
available in their new location (eg. the Settlement Engagement and Transition Support (SETS)
program).
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3.3 Ending CSG Support in Cases of Relocation

CSGs are expected to continue supporting the Household until they relocate, at which time CRSA will
confirm via email that the CSG has been released from its CRISP obligations.

3.4 Managing Funding and Furniture in Cases of Relocation

Where groups have raised funds independently, they are free to manage those funds as they wish, in
line with any internal governance or donor expectations. Where funds have been raised using CRSA’s
DGR status, and there are unspent funds at the time of the relocation, they will need to be either:

o Expended to support the Refugee Household, if needed and appropriate
e Allocated to another Refugee Household matched with the group or
e Transferred to CRSA to be allocated to the support of another Refugee Household.

Furniture provided to the Household are considered gifts and therefore owned by the Household,
whether they remain in the initial location or not. Households that relocate may take their furniture
with them, though they are expected to bear the relocation cost.

Agency
Enabling newcomers to settle where they want is at the heart of what any settlement effort aims to

achieve: refugee self-determination, autonomy, and being in the driver’s seat for their own settlement
journey.

4. Reporting Critical Incidents to CRSA

4.1 Critical Incident Reporting

It is important that CSGs let CRSA know about any significant incidents that occur that relate to the
wellbeing of a refugee participant, as soon as possible; i.e.. within 24 hours of becoming aware of a
‘critical incident’ which involves a refugee participant in the CRISP.

Incidents should be reported to CRSA by contacting the CRSA Telephone Hotline (1300 317 411) or via
email to crisp@refugeesponsorship.org.au.

Information reported will be used by CRSA to:

e Help your group respond to a critical incident, by providing you with advice and support and
reminding you of legislative reporting requirements related to certain incidents (e.g. instances
of child abuse);

e Enable CRSA to inform the Department of Home Affairs about the nature and prevalence of
critical incidents within the program; and

e Enable CRSA to identify systemic issues or emerging trends so we can improve our systems
and tools to help future CSGs better anticipate and respond to critical incidents.
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4.2 Whatis a ‘Critical Incident’?

Please see HERE for a list of incidents that are considered ‘critical’ and that need to be reported to
CRSA. As it is not possible to anticipate all scenarios, CSGs should exercise their judgement when
determining whether an incident meets the criteria for a critical incident report. If there is doubt, CSGs
should contact CRSA; overreporting is preferred to underreporting.

5. Concerns about a Child’s Safety or Wellbeing

5.1 The Best Interests of the Child

The best interests of the child must be considered in all decisions that affect Refugee Households with
children. This includes a requirement for CSG members to report any concerns they have for a child’s
safety, particularly relating to potential child abuse or neglect, to the relevant government authority.

5.2 Behaviours That May Constitute Child Abuse

In considering whether a behaviour constitutes child abuse or neglect, CSGs may find it helpful to
reference this list of behaviours, which contains an excerpt from a resource developed by the NSW
Office of the Children’s Guardian. The behaviours listed may, but do not always, constitute child abuse.
Factors such as severity, frequency and context will be relevant in assessing some behaviours (eg.
yelling at a child) whereas other behaviours clearly constitute child abuse regardless of the
circumstances (eg. sexual contact involving a child).

CSGs should note that parenting differs across cultures, and while some parenting behaviours that
may be accepted overseas are clearly against Australian law, others, while different from common
Australian practices, may not be against the law. If in doubt (ie. where there is no threat of immediate
harm), CSG members may prefer to consult their other group members or CRSA before making a
report of suspected abuse to the relevant authority.

5.3 Child Protection Reporting Details
For more information about child protection reporting, CSGs can refer to:

e THIS resource from the Australian Institute of Family Studies, and
e THIS resource from Child Safeguard

The contact details for the child protection authority in each state or territory are below.
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Child Protection Service

Community Services
Child and Youth Protection Services
1300356 729

Department of Communities and Justice
Child Protection Helpline: 132 111

Department of Territory Families. Housing and Communities
Child Protection Reporting Line: 1800 700 250

Department of Child Safety Seniors and Disability Services

Child Safety Service - Regional Intake Services to access contact details for your local
Regional Intake Service.
Child Safety After Hours Service Centre: 1800 177133

Department for Child Protection
Child Abuse Report Line (CARL): 131 478

Department for Education,_Children and Young People
Strong Families Safe Kids - Advice and Referral Line: 1800 000 123

Department of Families, Fairness and Housing

Child Protection Intake Service

North Division Intake: 1300 598 521

South Division Intake: 1300 535 526

East Division: 1300 360 452

West Division Intake: 1300 360 462

After Hours Child Protection Emergency Service: 131278

Department of Communities
Child Protection: 1800 273 889
After Hours Crisis Care: 1800 195 008
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6. Sponsorship Breakdown

CRSA will make every effort to support the relationship between CSGs and the Refugee Household
they’re supporting, with a view to avoiding relationships breaking down. Please contact our CRSA
Telephone Hotline with any concerns as they arise.

In the unavoidable situation of a sponsorship breakdown, such as the Refugee Household moving to
a different region from the CSG, or the CSG becoming unable to fulfil its responsibilities, CRSA will
work with the Department of Home Affairs to connect the Refugee Household with alternative
settlement support. CSGs are expected to continue their support of the Refugee Household until
they’re notified by CRSA that they have been released from their obligations.

Concluding Comments

Around the world, community refugee sponsorship programs are most successful when community
groups are trusted to provide holistic support to Refugee Households, with their own local knowledge,
and the refugee participants’ own priorities, aspirations and values at the fore.

We encourage CSGs to use this document as a guide rather than a prescriptive set of rules.
We hope you will find the experience of community refugee sponsorship to be rewarding and

meaningful, like so many of your counterparts throughout Australia and the world, and we thank you
for being a part of the Community Refugee Integration and Settlement Program (CRISP).

Chapter Four: Appendices to Settlement Guidebook

CRSA Training refresher content on Foundations of community sponsorship, group dynamics, agency
and culture can be found on the Community Hub.
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