
 An exploration of the perceptual proc-
esses at play when people are interact-
ing with unfamiliar culturally-
different others.

 The key features of the migration/
refugee experience that Queensland 
service-providers need to be aware of.

 Important examples of real cultural 
differences which can lead to misun-
derstanding and interfere with service 
delivery. Margaret starts with those 
governing politeness and courtesy 
behaviours, then moves onto those 
governing family relationships and 
(optionally) legal systems. Finally 
there is a focus on the service-specific 
differences.

 How to work effectively with profes-
sional interpreters (Short Version–see 
Communicating through Profes-
sional Interpreters program informa-
tion sheet).

In-house delivery

For more than ten staff, the most cost-
effective way to have the training is to 
have it delivered in-house. Depending on 
the venue,  up to 30 people can be trained 
in a day. Contact Margaret for detailed 
information on her pricing policy.

2009 Calendar program

For Calendar dates and registration form, 
see the next page of this information 
sheet. A discount applies for multiple 
registrations from one organization.

Why cultural competence?

In a state like Queensland, with a popula-
tion originating from 226 birthplaces and 
speaking 221 languages at home, it is 
more important than ever that everyone 
working in human services is continually 
improving their cultural competence and 
confidence.

Where once the immigrant ethnic and 
linguistic diversity of Queensland was 
confined to the southeast and Cairns, 
now immigrants, including those on 457 
visas, are found in virtually all regional 
cities and towns.

During her 14 years as a trainer with 
Multicultural Affairs Queensland, Mar-
garet Bornhorst had the opportunity to 
turn her attention to the many cultural 
and linguistic challenges facing a wide 
range of human services organizations. 
These included those working in migrant 
settlement, child care, aged care, disabili-
ties, youth work, family and marriage 
counseling, housing, community devel-
opment, gambling, financial advice, 
sport, and employment.

She discovered that some of the issues 
faced are common to all services, but 
some are service-specific. Working sys-
tematically through this interesting con-
tent in a well-designed training program 
greatly enhances a service provider’s 
effectiveness in, and enjoyment of, their 
workplace and personal cultural encoun-
ters. Training contributes to the cultural 
competence of both organizations and 
individuals.

Margaret’s training approach

To be effective, cross-cultural training 
must be enjoyable, stimulating, logical in 
its sequencing, and rich in information 
and insights. Margaret uses an adult 
learning training process that achieves all 
of these things, with a strong focus on 
providing opportunities for participants 
to share with each other their knowledge 
and experience. 

Content of the training

The one-day training program covers the 
following segments with ample time for 
discussion and application to each em-
ploying organization’s needs:

 Defining ‘cultural competence’ for 
service-providers.

 The multicultural policies governing 
service provision in Queensland and 
in the specific organization.

 Queensland and local birthplace and 
language statistics from the ABS.

Contact details: 

Ph/fax: 07 3356 6685

Mobile: 0409 062 610

www.mbcross-cultural.com.au

margaret@mbcross-cultural com.au 

Creating Culturally Competent Community Workers
A one-day program for human services workers in the community sector.

What participants have said in 2008 and 2009 about Culturally Competent Community Workers

‘Margaret is an excellent presenter with a wealth of experience and knowledge to share.’ ‘Excellent ‘entry level’ program.’ ‘Margaret is 
an awesome trainer; really interesting material.’ ‘ I now have more awareness of some of the issues facing newly arrived people.’ ‘An 
excellent training event. Speaker very knowledgeable.’ ‘Interpreter information and skills—great!’ ‘It was a very exciting day.’ ‘I now 
have more awareness of different cultures, I am more culturally competent.’ ‘Thank you, Margaret, for such an informative and engaging 
program. Your delivery style, information and broad knowledge is fantastic.’

A CALENDAR 2009 
PROGRAM!

Practical and enjoyable, non-Indigenous cross-cultural training at its best!

Contact details: 

Ph/fax: 07 3356 6685

Mobile: 0409 062 610

www.mbcross-cultural.com.au

margaret@mbcross-cultural com.au 

ABN: 81 003 648 342



Creating Culturally Competent Community Workers
A one-day program held at the O’Shea In-Service Centre, 19 Lovedale Street, Wilston. Wilston is 5 minutes north of the Brisbane CBD.

The training room is wheelchair-accessible, and the venue is accessible by train, bus and car.
Free parking is provided in a dedicated O’Shea Centre car park, supplemented by free street parking. Full transport details plus map is provided on 

registration.

Training Fee

$132.00 pp (incl GST)

$110.00 pp (incl GST) 

for three or more people 

from one organization 

when booked for any of 

the four dates.

Program Content
* Queensland and Federal government policies governing service delivery to CALD clients. * Identify the components of cultural competence. * ABS state and 
local birthplace and language statistics. * An experiential exercize exploring the way we formulate our perceptions of culturally-different ‘others’. * The migra-
tion experience including ‘culture shock’. * Cultural differences in the realm of politeness/courtesy/respect. * An academic model allowing us to compare cul-
tures on the ‘dimension’ of the relationship of the individual to the family. * Identify the existence of cultural differences that are specific to each type of human 
service. * Differences in law and legal systems that immigrants face. * Working with Professional Interpreters (Short Version), an hour-long segment explaining 
why, when and how to work effectively with professional interpreters to get and communicate information essential for efficient service delivery.*

Registration Form
            Registration options:

 Register and pay on the Margaret Bornhorst Cross-Cultural website: www.mbcross-cultural.com.au

 Complete this form (a separate form for each person) and fax to 07 3356 6685; or email to bookings@mbcross-cultural.com.au (You 
will need to mail the hard copy of the enrolment form with signature if you are unable to scan a signed version of the form: registration 
requires a signed booking form and full payment. Postal address is PO Box 335, Alderley Qld 4051)

Who should do this program?
Staff or volunteers of any organization which delivering human services to 

culturally and linguistically-diverse customers/clients/consumers, either on 
the telephone or face-to face. (Includes the full spectrum of human services 
in the community sector: aged care, child care and child protection, commu-
nity development, disabilities, domestic violence, employment, gambling, 
housing, migrant settlement, rape crisis/sexual assault, sport and recreation, 
women, and youth.

Team leaders, supervisors and managers of these staff.

Why?
 Improved services through improved cultural competence.

 Fulfilment of duty-of-care to clients and the public.

 Ensuring all rights, responsibilities and opportunities are understood.

 Reduction of anxiety leading to better staff morale for customer service 
and pubic contact staff.

 Reduced mistakes. Fewer complaints. Better organizational image.

Program Inclusions

Comprehensive manual

Certificate of Attendance

Pre-program tea/coffee

Morning/afternoon tea

Lunch

Cancellation Policy

Registrations can be transferred to other participants 
or to other programs up until 3:00pm three full work-
ing days before booked program.

Cancellations will receive a full refund if notified five 
or more full working days before the program.

Cancellation less than 5 full working days before 
the program will forfeit the full training fee. 

Tick the 2009 program you wish to attend

[  ]  Tue 12 May: 9:15am to 4:30pm (CW-101b)
[  ]  Thu 25 Jun: 9:15am to 4:30pm (CW-102)

Please print carefully to avoid mistakes on name tags and the certificate of attendance.

Name: ______________________________________________  Email  _____________________________________

Organization: ____________________________________________________________________________________

Address:  _______________________________________________________________________________________

Phone:  _________________________  Fax:  ________________________  Mobile:  __________________________

Special dietary or other requirement/s:  _________________________________________________________________

Amount $ __________    [  ] EFT deposit (484-799; 014116780)    [  ] Cheque    [  ] Credit card: Visa/Mastercard (circle)

Name on card: ____________________________________________________________________________________

Credit card number:    [   ]  [   ] [   ]  [   ]         [   ]  [   ]  [   ]  [   ]         [   ]  [   ] [   ]  [   ]        [   ]  [   ]  [   ]  [   ]

Card expiry: _______/_______                               Signature:  _______________________________________________

I have read the full terms and conditions of this training on the website, and on this information sheet, and 

agree to them: ___________________________________________________   Date  _____/_____/_____

Terms and Conditions

Registration is not complete 
until a signed registration form 
and full payment are received. A 
confirmation email/letter from 
MBC-C will then be issued.

Full terms and conditions on 
www.mbcross-cultural.com.au.

[  ]  Wed 16 Sep: 9:15am to 4:30pm (CW-103)
[  ]  Thu 5 Nov: 9:15am to 4:30pm (CW-104)

Creating Culturally Competent Community Workers
A one-day program held at the O’Shea In-Service Centre, 19 Lovedale Street, Wilston. Wilston is 5 minutes north of the Brisbane CBD.

The training room is wheelchair-accessible, and the venue is accessible by train, bus and car.
Free parking is provided in a dedicated O’Shea Centre car park, supplemented by free street parking. Full transport details plus map is provided on registration.

Terms and Conditions

Minimum numbers apply.
Registration is not complete 

until a signed registration form 
and full payment are received. A 
confirmation email/letter from 
MBC-C will then be issued.

Full terms and conditions on 
www.mbcross-cultural.com.au.


