
cludes an experiential exercize to help 
you improve your ability to understand 
English in the presence of a strong ac-
cent.

 Barrier No 2: unnecessarily complex 
language from the English speaker. 
Many English speakers are unaware of 
how to simplify their English without 
sounding patronizing. This segment 
explores ways to do this.

 Barrier No 3: no shared language or 
insufficient shared language. A profes-
sional interpreter must be used. This 
segment tells you everything you need 
to know about why, when and how to 
use a professional interpreter (Short 
Version).

Who should do this program?
Anyone who needs to improve communi-
cation with CALD clients/the public or 
between employees; anyone who wants to 
improve their communication in a multi-
cultural world; anyone who just wants to 
learn more about the realm of linguistics. 

In-house and Calendar programs
This four-hour program can be delivered 
in-house. (Numbers depend only on venue 
capacity.) And there are six Calendar 
2009 programs for individuals to attend. 
The dates and registration form for the 
six 2009 Calendar programs are on the 
next page of this information sheet.

Queensland’s linguistic diversity
Since World War 2, Queensland’s lin-
guistic diversity has increased exponen-
tially. The latest Census (2006) identified 
206 languages spoken at home, which 
included Indigenous languages (of which 
there are many in Queensland). Most of 
the identified languages, however, are 
immigrant languages. Many of the peo-
ple identified as speaking a language 
other than English at home can also 
speak English very well. It is mainly 
those people who speak English ‘not at 
all’, or ‘very poorly’, who are likely to 
suffer significant disadvantage as they go 
about their new lives in Australia.

The three barriers?
Barrier No 1: accents both ‘foreign’ and 
Australian. Barrier No 2: unnecessarily 
complex language from the English 
speaker. Barrier No 3: no shared lan-
guage or insufficient shared language.

Language Services Policy
It is to reduce the risk of disadvantage 
(and of litigation) that the Queensland 
government has had in place for many 
years a policy that state government 
agencies use professional interpreters 
when communicating with clients who 
do not have a grasp of English sufficient 
to understand their rights, responsibilities 
and opportunities under the law. 

All organizations need these skills
Increasingly organizations of all kinds are 
finding that language barriers are an inhi-
bition to good employer/employee rela-
tions (including those with 457 visa 
holder employees). High quality cus-
tomer/client service, and therefore cus-
tomer satisfaction, depends on effective 
communication. The more that individual 
staff acquire the skills to overcome the 
three language barriers, the better the 
organization’s client relationships and 
services are likely to be.  And the less 
ongoing personal stress employees will 
experience.

Program content

 An overview of world languages.
 ABS Queensland and local area lan-

guage-spoken-at-home statistics so you 
can see what languages are actually 
being spoken in your community.

 Second language acquisition: what does 
research say about how easy it is for a 
person to learn a new language to an 
effective level of competence? And 
which people are most likely to be able 
to achieve this?

 Barrier No 1: accents. The people com-
municating have considerable shared 
language but they are having difficulty 
understanding each other because of 
different accents. This segment in-

Contact details: 

Ph/fax: 07 3356 6685

Mobile: 0409 062 610

www.mbcross-cultural.com.au

margaret@mbcross-cultural com.au 

Overcoming Language Barriers

What participants have said about Overcoming Language Barriers

‘An excellent presentation in every way.’ ‘Wonderful! After suffering rather ordinary training it was like fresh air to have today’s 
input.’ ‘An excellent presentation. Great to have the practical examples. Thank you.’ ‘Very clear and concise presentation. You 
gave great energy in the workshop which was terrific.’ ‘Thank you for opening my eyes! Excellent.’ ‘Your presentation was 
superb, informative, entertaining and engaging. One of the best external speakers we have had. Thanks.’

A CALENDAR 2009 
PROGRAM!

A CALENDAR 2009 
PROGRAM!

A half-day skills development program using academic research, participant experiences and workshop exercises
to improve ability to achieve communication when faced with any of the three main language barriers.

This program is for all those who provide goods, information and/or services to a clientele which includes
immigrants, refugees, non-English speaking 457 visa holders, international tourists and international students.

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



Training Fee

$88.00 pp (includes GST)

$77.00 pp (includes GST)

for three or more people 

from one organization 

when booked for any of 

the six dates.

Program Content
* Queensland government policies governing cultural and linguistic diversity. * Language statistics (2006 Census) for Queensland and local government areas of 
participants * An introduction to the amazing world of language, spoken and written. * Important information on second language acquisition which predicts 
which people will and which won’t be able to learn a second language to a functional standard. * Learning to separate linguistic proficiency from accent. * Im-
proving ability to understand English through a ‘foreign’ accent by focusing on different aspects of the unfamiliar accent. * Learning how to send clearer mes-
sages when speaking to people who are in the early stages of learning English. * Short Version of Working with Professional Interpreters, covering the why, 
when and how of conducting effective interviews through a professional interpreter. 

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 kind of organization (federal, state and local gov-

ernment; business; community non-profit), including call centre staff, who 
provide services/information to linguistically-diverse customers/clients/
consumers/public, either on the telephone or face-to face.

Team leaders, supervisors and managers of these staff.

Staff of organizations employing non-English speaking 457 Visa holders. 

Anyone who would like to improve their communication skills. 

Why?
 Improved services and relationships through improved communication 

skills.

 Greatly increased confidence in personal communication skills leading to 
better staff morale for customer service and pubic contact staff.

 Improved communication of workplace health and safety rules/
regulations to non-English speaking employees on 457 visas. 

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

Program Inclusions

Comprehensive manual

Certificate of Attendance

Pre-program tea/coffee

Morning/afternoon tea

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

[  ]  Wed 22 Apr: 9:15am to 1:00pm (LB-101)
[  ]  Tue 19 May: 1:00pm to 4:45pm (LB-102)

Please print carefully to avoid mistakes on 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.

[  ]  Tue 15 Sep: 9:15am to 1:00pm (LB-105)
[  ]  Wed 4 Nov: 9:15am to 1:00pm (LB-106)

[  ]  Wed 24 Jun: 9:15am to 1:00pm (LB-103)
[  ]  Tue 18 Aug: 9:15am to 1:00pm (LB-104)

Overcoming Language Barriers
A half-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.


