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3.0 Acronymsand definitions
BA Bright Actions project

BHG Basic Household Goods is the packaggoafds, including households
appliances, which newly arrived refugees are given as part of their
settlement package under the Humanitarian Settlement Program. Iterr
provided include a refrigerator, washing machine, space heater, blank
beds and bed linen

BB Bulk buy process where a discount is provided through the existing G¢
to Go Now Scheme provided by the Good Buys appliance retailer for
energy efficient major appliances.

Bright Beginnings  Original name of the Bright Actions Project.

Consortia The three organisations partnering to deliver the Bright Actions project
being QCOSS, MDA Ltd and MEFL.

Consumption Data  Electricity data about how much electricity was consumed at the prope
of the household participating in the home visit.

CSIRO Comnonwealth Scientific and Industrial Research Organisation
responsible for the data analysis of the LIEEP projects on behalf of the
department.

Ccsw Cultural Support Workeremployee of MDA on a contracted basis to

provide language and cultural support amneeded.

Department Commonwealth Department of Industry and ScientéEEP funding body
and contract manager.

EE Energy Efficiency

Energy Productivity Energy conservation is achieving the same outcome with less energy.
However, energy productivity heves a greater outcome with a
decrease, the same amount or a less than proportional increase in en:
In the context of Bright Actions, the outcomes we are trying to create ¢
lower costs, increased quality of life and less energy used in the home

EPW Energy Project WorkerEmployee of MDA working directly on the Brigh
Actions project delivering the energy efficiency workshops, home visit:
and followup phone calls.

Originally introduced to support the noclosed Home Energy Savers
Good to go now {OKSYS ol 9{{0vZX GKS D22R (42 D2 b
schemec The Good Ddze a Q St SOGNAOI ¢ FyYyR FLILX AFYyOS
guys near the top energy rating (3.5 stars or more for fridges for example) e
provided at a bk discount rate and with free delivery regardless of
location. These appliances have a greater up front cost but save
householders money in the long term through lower energy use costs.
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WAy I y 3 dzl Providing the service in the first langueagf the participant and with
Odzt G dzNB Q NEIIFINR (G2 GKS LI NIAOALI yGQa Odz

LIEEP Low Income Energy Efficiency Projeatgroup of trial projects funded by
the Department of Industry and Science to trial different approaches tc
reducing energy consumptioin low income households.

MDA MDA Ltd (Formerly Multicultural Development AssociatidBjight
Actions consortia partner organisation.

MEFL Moreland Energy Foundation Lt@right Actions consortia partner
organisation.

NILS No Interest Loan Schenagministered by Good Shepherd Microfinance

NILS/BB Activity of Bright Actions designed to provide access to a No Interest L
and a bulk purchased energy efficient major appliance at a discountec
rate.

NMI National Meter Identifier used to identify he specific electricity meter

for gathering consumption data from a dwelling.

QCOss Queensland Council of Social ServiBeight Actions consortia partner
organisation.

Refugee I NBTFdASS Aaxz | O0O2NRAY3 (2 GKS
their country of origin and is at risk of persecution because of race,
religion, political opinion, nationality, or membership of a particular soc
group. Persecution usually means execution, torture, imprisonment
without trial, mistreatment and/or other serich RSy Al f 2 F

Refugee People Term used to indicate people who have been a refugee at some point
their lives
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4.0 Executivesummary

Queensland Council of Social Service (QC@®&3)ulticultural Development Association (MDA)
and Moreland Energy Foundation (MEFL) partnered to deivight Actionsa Low Income Energy
Efficiency Program (LIEE)jectdesigned to improve thenergyproductivity of low-income
households from a refugebackground in Queensland.

Bright Actions focused on helping people from refugee backgrebpdncreasing their knowledge
of energyefficiencypractices and improving their understanding of the financial impacts of energy
and appliance choices to achielbehaviour change.

A key feature of Bright Actions is that it engdgéth households who hava limitedhistory of

energy use in Australidhis means most households had relatively low usage as they were in the
process of establishing thdiiomes and siling in AustraliaThe project trialled four different
approaches across multiple locations in Queensland where refugee communities have settled,
including: a personalised home visit, eneggficiency workshops, inserting energificiency
information into the Life Skills Orientation Program undertaken bgead arrivals to Australia, and
facilitating access to the No Interest Loan Scheme (NILS) and a bulk buy scheme fee#iugzgy
appliances.

The homeuvisit approach was #amost effective mechanism for building knowledge actieving
tangible reductbns in energy bills for refugee householdihe home visit enabled energyficiency
information to be provided on¢o-one, using practical observation and demonstrations of energy
efficient behaviours in the homdhe project conducted 1,767 home visithaeving measurable
savings averaging $363 per household over five years. Importa@dtjyer cent of home visit
participants surveyed after six months reported sharing energy efficiency knowledge with others in
their community thereby extending the readf this program and its benefits to a much wider
audience of householdSeventy ninger cent also reported that they had changed their behaviour
as a result of the information provided and case studies were collected which demonstrated benefits
includingthe identification of appliance faults aratcess to beneficigiograms such as Centrepay
and hardship assistance

A total of 3,093 participants attended Bright Actions eneefficiency workshops, which were

trialled as another costffective way to egagelarge numbers opeople from a refugee background
tKSasS g2N)] aKz2Lla | AYSR {-2fficientyCkNdledysSand, kndnledg®df LI v (i & Q
and access to assistance programs. Due to limitations in data collection it is difficult to determine

whether these sessions resulted in loterm behaviour change or tangible energfficiency

improvements in the home. The effectiveness of the workshops varied depending on the number of
participants, the mix of cultural and language needs, literacy levélegdarticipants and length of

time they had been settled in Australia.

Energyefficiency information was included in 35 Life Skills Orientation Program classes attended by
497 people. This approach was designed as a way to deliver eaffigjgncyinformation in the very
earliest interactions refugees had with their settlementagyafter their arrivalin AustraliaThe

purpose of this approach was to put in place positive energy behaviours prior to households
receiving their first energy bill. Like tlemergyefficiency workshops it is difficult to determine

whether this increased awareness resulted in kbagn behaviour change or tangible energy

efficiency improvements in the home.

PagelO/ April 2016 Final Report of th@&right Actiongroject
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Bright Actions also trialled an approach to facilitate access toaidl & bulk buy discount for people
from a refugee background to purchase enegdficient appliances. This approach involved

providing information and assistance to enable people to access the existing NILS and the Good to
Go Now bulk buy program. Cultuaid language support were a crucial component of this activity.
Fifty clinics were held for interested participants, they were attended by 146 people, and resulted in
70 loan approvals (with a value of $60,069) for the purchase of 30 major eaffigjgnt appliances.

Overall, the mix of trial approaches supported each other wdth the workshops and.ife Skills
Orientation Progranoffering opportunities for recruitmeninto home visits and NIL$he project
achievedhe best outcomesnd tangible resliis throughhome visitswith faceto-face
communication, observation of the home environment atemonstrations dhow to use
appliancegroving much more effective for the target audience than theoretical approach
necessaryn a workshop setting.

Many people from aefugeebackgrounchavespent years in refugee carepnd may have
originated fromcountrieswith very different social and structural systefinem Australia.Engagng
with people frommore than20 countriesspeakingupwards of40 languageghe success of the
Bright Actions project wais deliveling energyefficiency services through fat¢e-face service
deliveryin LJ- NJi A dirkt lahgyfaie€iad cultural contexmportantly, allinteractions were
undertaken inLJ- NIi A O A LJMafidisg@andiviti2rgsBegtful engagement and recognition of
cultural context.

Bright Actionshasidentified the need for grogramin Queensland thacuses on building both

energy literacy anénergyefficiency knowledge in loincome households, with speciapport for
people from Culturally and Linguistically Diverse (CALD) backgrdundse services should have

the flexibility to assist people with a range of energy needs, including identifying faults or poor
guality appliances, connecting people witheessions and NILS, and advocating on behalf of people
to address issues with their retailer, such as negotiating payment plans or securing a better energy
deal. Thistype of prograncould bedelivered by trusted community service agencies who have
existirg relationships with the target group and facilitated lejarralsfrom retailers,Centrelink,
generalcommunity service or emergency relief services to ensure assistance is available to this
particularly vulnerable group of low income households.

Pagell/ April 2016 Final Report of th@&right Actiongroject
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5.0 Listof Recommendations

The followingrecommendations are made in relation to each of ther trialled approaches.

General
1. Investmentis required in interpreting and translation services across all existing and
emerging language and cultural groups

Home Visis
Policy level recommendations
2. Introduce and incentivise minimum standards for energy and water efficiency for private
rental market
3. Introduce requirement for community and public housing stock to be compliant with energy
efficiency standards with amssociated program of retrofit or renewal to remedy Ron
compliance
4. Establish policy to prevent energy retailers, distributors and landlords from recouping supply
costs for utility services that are not in use by tenants (including solar power purchase
agreements)

Program level recommendations

5. A program of home visits be introduced to provide general energy and specific energy
efficiency advice and knowledge to people from a refugee background

6. That household goods packages tfiewly arrived people under thlumanitarian
Settement Servicde prepared with due regard to energy efficienbpusehold
composition and need

7. That all home based servicdslivered to people from a refugee backgroumave access to
a pool of language and cultural supports

Access to aucessions
8. A-review of current utilities related concessions across jurisdictions with regard to eligibility,
inclusions, unintended barriers to access, application processes and process for appeal and
re-application

Awarenessaisingrecommendations

9. Targetd training and information to community and public housing organisations and their
clients with regard to the impact of utility (multiple) costs on housing affordability

10. Ensure energy literacy and energy efficiency information is available to all tanamts
timely, accessible form.

11. Targeted training to reach highly vulnerable tenants, inclughegple from arefugee
backgroungwith regard toli S y | righis@ the role of the RTA

12. Targeted training t@lectricityretailer customer servicetaff (including sales, general
inquiries and hardship teams)ith regard to the importance of language and culture
support

Administrative Processes
13. Streamlining of documentation and provision of direct support (language and culture) for
completion of forms and accesgj concessions, services and hardship programs

NB preferred sources of support include Neighbourhood Centres, Emergency Relief
organisations, financial counsellors and NILS providers

Pagel2/ April 2016 Final Report of th@&right Actiongroject
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Energy EfficiencWorkshops
14. Workshops should be small (max 8) and targdtesingle language groups where
interpretation required
15. Workshops should be conducted in a home environment where possible, and tailored
according to length of residenclevel of literacy and the level of formal educational
experience of the participast

Life Skills @entation Program
16. Basic energy information be included in all Life Skills Orientation Programs foraeiwéd
refugees with regard to cost of using electricity, water and gas supplied to their home,
arrangements for connection and paynteand strategies for managing usage and costs.

NILShulk buy Scheme
17. Funding be provided to continue to support the Nk buy servicdor people from a
refugee backgroundt a minimum $50,000er annum
18. Faceto-face language and cultural support pevided for NILS providers to draw upon to
assist in applications from people from a refugee backgrounds

Pagel3/ April 2016 Final Report of th@&right Actiongroject
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6.0 Introduction

Bright Actions was instigated to breakdown the significant cultural and language barriers that
prevent people from a refugee backgroudédveloping energfficiency knowledge and behaviours.
The primary strategy to achieve this was to deliver a practicatfadace service to peoplm their
spokenlanguage and with respectful engagement and recognition of cultural context.

Theprojed trialled four different approaches to improviae energy efficiency of refugee
householdghat addressedlightlydifferent needsThe four approaches were:

1. Home visits:Personalised onen-one energyefficiency information waselivered to people
from arefugee background in their own home. Information was tailored to their specific
circumstances and provided in their dominant language and cultural contextadthigty was
targeted towards people who had been settled into lelegm housing and been iAustralia
more thansixmonths. Home visits included a free showbag of small enreffigiency items
(up to $30 value). This activity was the primary activity of the project and was expected to
yield the greatest results.

2. Energy efficiency wrkshops:Energyefficiency information was provided fmeople from a
refugee backgroutin a group setting as part of a tailored workshdpe workshop was
delivered inLJ- NJi A @dmidanyldngu@ge and cultural context. This activity was targeted
towards peoplewvho had been in Australia for more thémee months and was designed to
recruit participants for the homwisit activity.

3. Life Skills Orientation PrograniEnergyefficiency information was provided to refugee
households as padf the Life Skills Orientimn Program that all refugees undertake in the
initial stages of setting in Australighe energyefficiency component of the workshop was
small and vas designed to raise their awareness of enegfficiency as an issue. The
workshop was delivered inJ- NI A @dmiidanyld@ngu@ge and cultural conteXtis activity
was designed to target people who had been in Australidefaer than threemonths to
recruit participants for both the workshop and the home visit.

4. No Interest Loan Schemellk buy scheme: This activity was designed to address the needs
of people who were unable to overcome cost barriers to improving the ereffigiencylevel
of majorappliances in the homespecificallyefrigeratorsand washing machines targeted
peoplefrom a refigee backgroun@ho had been settled in Austia for more than six
months and peoplésuch as thoswith an asylum seeker statihaho faced significant barriers
to accessing credif clinicmodel was designetb provide information and suppofbr people
in applying for a no interest loan and choosing an en&ffigient appliance These clinics
wereLINE A RS R A dominknNdndudpg 4dt glliugal@ontext. Participants were
provided with access to a bulk buy service to achieve savings on ttantipbst of a new
major appliance as part of the mod@&eferralavere predominanthjidentified and made
throughthe homevisit activity.

The Bright Actions project &collaborative partnership between the Queensland Council of Social
Service (QCOS)etMulticultural Development Association (MDA) and the Moreland Energy
Foundation (MEFL).
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Bright Actions assistddw-incomepeople from a refugee background understand energy efiimye
and provided opportunities for refuge®useholds to adoptnergyefficienttechnology and
behaviours along thesettlement journey inAustralia.

Bright Actions worked in close collaboration with MDA staff, leaders of refugee commuamities
refugee community members across multiple sjiasd targeed people fromadiverse range of
cultural and language groupssiding in Brisbanépswich,Toowoomba, Rockhampton and Biloela.

Thepurposeof the Bright Actions (initially called Bright Beginnings) pragas follows:

1. Tounderstand the barriers, behaviours and cudfuactors that affect energy efficienayithin
refugee communities and the most effective interventions.

2. To provideenergyefficiencyinformation and advice in a culturally appropriate and respectful
way to reduce the trajectory of energy use in refugeriseholds as they establish their homes
and lives in Australia.

3. Toincrease the physical comfort of refugees in the home and decrease ardaitpdfinancial
stress experienced by refugee households.

The consortium brougha comprehensive mix of skills drexpertise irservicinghe refugee
community, training in household energy efficiepnapd datamonitoring and evaluatioyto deliver
four activitiesaimed at improving the engy efficiency ofow-incomerefugee households and
collectdata to measure wich activity,or combination of activitieshas had the greatest impact. This
analysigs provided in this report andill be used to inform futurgpolicy and program design

The roles othe consortium partners were:
1 Queensland Council of Social Servig€EQSS) lead partnerand project manage
9 Multicultural Development Association (MDR)primary service delivery
1 Moreland Energy Foundation (MEFRLY}raining provider and data collection design and
management.

The project was funded in the firstround®fdzy RAy 3 F2NJ 6KS /2YY2y6SIf 0K LC
LyO2YS 9ySNHe& 9FFAOASYOeé t NBRIANJI Yidénfiflingthe 0 | Yy R & dzL
barriers to energy efficiency for low income households and gathering data to inform future policies

and programmeso assist low income households become more energy effiziént

Officially the Bright Actions project began in June 2013, with the bidkrefce deliveryn refugee
communities taking place between February 2014 and March 2016.

Total funding for the projet was $3,338,223rimarily through the Commonwealth Government
with co-contributions (nonrfinancial) provided by theonsortiumas per the following table:

Tablel Funding table

Commonwealth Government $3,189546
MDA Ltd $102,267
QCOSss $32,010
Moreland Energy Foundation $15,000
Total $3,338823
Pagel5/ April 2016 Final Report of th@right Actiongproject
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Bright Actions sought to addretise LIEFP objectives specifically for people from a refugee
background. Eachctivity wasin keeping with the language and culture of individpatticipants
whenever possible and approprigteith a strong focus on ensuring culturaignsitive and
respectful service delivery.

This project was delivered across different location®ueenslandavith growing refugee
communities These areas welgisbane, Ipswich, Toowoomba, Rockhampton and Bil@&ah of
these approachewasdesigned to address one or more of the following objectives:
to increaseenergyefficiencyknowledge within the refugee community

to dlow more informed decisions on energge in the home

to facilitate moreenergyefficientappliances in refugee homes

refugees sharing knowledge with others

to increase knowledge of and access to assistance programs

to reduce trajectory of energy consumption

to increase physical comfort

9 toreduce energyelated stress

=A =4 =4 4 -4 -4 4

Importantly, Bright Actions sought to improve energy efficiency in termgrotluctivity, rather than
conservationThis is an important distinction, as many households who participated in Bright Actions
were newly-arrivedto the country and may therefore have increased their energy usage overall as
they purchased appliances to set up their households in Austiidi@aim is therefore not to avoid
energy use increasing, but to improve energy productivity as energy use increatiest, s

participants are able to achieve greater outcomes with the energy used than they would have
without any intervention.

The primary barriers being addressed by the project are information fadlnddehavioural
constraintswhich prevent people whbave entered Australia as refugees from improving their
energy efficiencyPeople from a refugee background face significant communication barriers which
prohibit them from meaningfully engaging in mainstream community serygagernment

programs and compk markets such as electricity. Thag therefore at risk ofmissngout on

important information required to settle in Australia successfullsight Actionsimed to overcome
theseconstraintsby providing information fac¢éo-face inLJ: NJi A Gpokshlayiguag®and with
respectful engagement and recognition of cultural context.

The approach was to support participants to make decisionsviioald minimise their energy use as
they establish households in Australia, while increatfiefy understarding of energy use

6.1 Targetgroup
Bright Actions targetetbw-incomepeople from a refugee background residing in #reas of
Queenslandvith large refugee communitiesThese wer8risbane Ipswich,Rockhampton
ToowoombaandBiloela

ParticipantsvereNB ONHzA G SR f | NBASf & G(KNRJZAK ab5!l-aritedSEA&GAY 3
refugees in the target areas and suppadtiem with a wide range of serviceé critical part of

service delivery to this target group is recognisingstgmificant levels of dersity within refugee

communities alongultural,educational, ethnic, linguistic, religious and political lines.
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It is important to understand the unique attributes of this particular target grdupefugee is,
FOO2NRAY3I G2 ($08eofe whob baS fied their GongryofaTigindand is at risk of
persecution because of race, religion, political opinion, nationality, or membership of a particular
social group. Persecution usually means execution, torture, imprisonment without trial, mistréatme
and/or other serious denial of rights®d

People with a refugee background may®elza LJA OA 2dza 2F ¢KIF G GKSe& Yl & &8
NBf I GSRQ &S msrpré&rival ttalrhaaiad st xperienced\n essential part of this

project has been toegpect the country of origin, language and cultural needbudd trusting

relationshipswith peoplein a respectful way.

There were some changes made to the target group in response to recruitment challenges that
emerged during the project. Commonwealth\@onment policy changesuring the life of the
projectresulted in a decrease in the number of refugees being settled in Queensland by MDA. In
December 2015 it was agreed to expand the eligibility criteria to include people from a Culturally
and Linguistially Diverse (CALD) background and people from other regions across Queensland.

This change was approved in the final three months of service delivery, which also coincided with
the school holiday period (Decemb2@15throughto February2016). As suchyery few nonrefugee
CALD households were recruited to the project and did not affect the data in any statistically
significant way.

6.2 Rationale for the project
Household &ectricity prices in Queensland havisen in real terms by 87 per cent since 2@06
(Queensland Productivity Commission Electricity Price Inquiry Draft Report, March [20A®).4
15, a record high of 2,692Queensland households were disconnected for not paying an electricity
bill and, as at the June 2015, over 15,000 households weregiag their bills under a hardship
program arrangement with their retaileElectricity costs have become a significant axfdiving
pressure for many Queensland households on low incomes.

MDA providesa large range of settlement needs for nevagrivedHumanitarian Entrants, as part

ofl dzZA& G NJ f Al Q& | y(YhezDffice of the&Uniped Nationmd HigiwCommissioner for

Refugeepintake. Through thisworka 5! 20 A SNIWSR fF NBS fS@Sta 2F St S
significant numbers of clients strugug to pay their utility bills.

MDA case managers identified a number of neadgived households who were experiencing
financial hardship and struggling to reduce their energy use in the home, as aetiess
concessions and other assistance to mantgesignificant rise in costs of utility bills in Queensland.

While MDA case managers attempted to assist clients with energy matters they were not specifically
trained to understand energy efficiency or the energy market more broadly. They also face very

short satlement timeframes and musineet the most pressing basic settlement needs of newly

I NNA PGSR K2dzaSK2ftRad LG ¢l a Of SIFNJGKFG a5! Qa 62 NJ
households with energyelated needs as part of the existing settient service.

At the same time many community services organisatbat provide emergency relief reported
being inundated by people, including refugees, seeking financial help to pay their bills.
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A key feature of Bright Actions is that it engaged vaitluseholds who had no history of energy use

in Australia and potentially little or no experience of managing energy usage in a home or buying
and using electrical appliance8snewly-arrivedrefugeesthe households targeted by Bright

Actions were facig numerous challenges of settling into a completely foreign culture and having to
navigate the complexities of the number of systems that operate within our communitiesaim

of this project was to enhance settlement services by providing informatiGupport to refugee
households improve their energy efficiency, in a way that is culturally appropriate and respectful of
the experiences of people from a refugee background.

Case study oneTypical story of the settlement process

Ester and Justin& arrived in Australia in 2010 with their six children ranging from seven to 18 years
old. They had been living for seven years in a large refugee camp in Kenya. They were from South
Sudan. Three of their children were born in the refugee camp. Theynliaesall mud hut within a
compound with no running water or electricigster used to collect wood for cookingm outside

the camp boundariefor his family asthis was very dangerous for women and young girls due to the
rebels hiding in the foreshight times were particularly dangerous as the rebels would come and
steal food, their belongings and sometimes abduct young boys to become child sditéiensg their
country by foot during a civil war as well as living within the camp, they had wéinhessl

experienced traumatic events.

Once they were accepted by Australia they received UNHCR travel papers and arrived in Brisbane
with one suitcase between the eight of them. They were met at Brisbane Airport by a Refugee
Settlement Service and takem temporary accommodatignvith basic furniture, bedding

refrigerator and cooking items. They were given a hamper of food and shown how the appliances
worked. They were also given some cash and a mobile plametheir settlement needs were
assessed ahprioritised.

The following needs were identified:
1. The family would need warm clothes, as it was winter
2. The whole family would need medical chegpis
3. They would be registered with Centrelink and Medicare
4. A bank account would be opened, they wouldylven a bank card and shown how to use an
ATM
The children would be enroll@ato different schools
Ester and Justine would be enrolled into TAFE for an Adult Migrant English Program
7. Justine would be referred to the Queensland Program of Assistafcewivors of Torture
and Trauma counselling
8. The family would be shown how to use public transport and where to go shopping
9. They would benrolledto attend Lifekills Orientation workshops at MDA
10. They would be assisted to secure stable and affordableitgpasd be given basic household
goods, and shown how to use appliances in thiad
11. They would be linked in with their community or community leader
12. They wouldalso neecan MDA Family Match Volunteer to visit them once per week

o O

The most basic of these needere addressed the following day when they were picked up and
assisted by their community guid&/ithin two weeks the remaining settlement neeusre provided
by housing workers, other case managers, community gaidésften a community support worker
(CSWto providelanguage supporservices:*names changed
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7.0 Trialmethodology

The foundation principle of the Bright Actions project was to beildrgyefficiencyknowledge and
skills in people from a refugee background through faéace service deliverthat wasundertaken
inLJ- NI A OA LiHayiduag@and will rfespabiful engagement and recognition of cultural
context.

Asnoted above, dur faceto-face appoaches were trialled These werdome visits, energy
efficiencyworkshopsgnergyefficiency informatiorinclusion into thelife Skills Orientation
Program, and a NILS/bulk buy scheme.

Each activity sought tachieve increasednergyefficiencyknowledgeto people from a refugee
backgroundn different ways and at different points in their settlement journ&efour activities
were designed to address one or more of eighjectives as per the below table.

Table2 - Objectives of the Bright Actions proj¢ being addressed by each of the activities

Home Energy Life skills NILBulk
visits efficiency orientation buy scheme
Objective workshops  program
1. Increase energefficiency
knowledge within the V V V
community
2. Allow more informed
decisions on energyse in the
home
3. Facilitate more energy
efficient appliances in refugee
homes

others
access to assistance program
consumption

8. Reduce energy related stress

<< <K<LK <K < < <

The approaches were delivered by five bilingual Energy Project Workers (EPWs) who were recruited
by MDA and trained in energy efficiency by Moreland Energy Foundation to deliver the project. The
EPWs underwent intensive training on all aspects of the& aslan EPW at the beginning of the

project, with additional training throughout the project.
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Each of the EPWSs were familiar with several different cultural communities and spoke a number of
languages, which were largely aligned with the main languafjtse largest refugee groups being
settled in Queensland by MD# the time of project commencementhese included:
9 Afghanistarg Hazaragi, Dari, Pashto, Urdu, Farsi.
Burma/Myanmarg Rohingya
Congaog Swalhili
Iran¢ Persian/FarsDari
Bhutang¢ Nepaleg
Somaliag Somali
Sri Lanka Tamil Sinhalese
Sudarg Dinka, Swabhili
1 South SudaneseArabig Madi, Acholi Bari Classical JubaArabic Moru

=A =4 =4 8 4 -

Participantss SNB NB ONHzA 6 SR f | NASt & (KNP dzBdvly-arhedQd SEA &G A
refugees in Babane, Rockhampton and Toowoomba and supports their clients with a wide range of
services. They have a strong language and cultural support model in place, including access to a vast

pool of Cultural Support Workers (CSWs) who speak more than 50 langaadegho were booked

to accompany the EPWSs where additional cultural skills and language support was required.

The logic model created as part of the project planning process outlines the project in teitss of
inputs, activities, outputs, outcomes and impact and is attagi¢thchmentA ¢ Logic modél

7.1 Trial approac: Homevisits
The home visits were the primary trial approach for this project and aimed to improve energy
efficiency knowledge and achieve befi@ural change to reduce the trajectory of energy
consumption for the household. This trial approach also sought to break down the barriers that
prevent people from a refugee background from gaining enagcific knowledge and
meaningfully engaging in ¢ghrange of relevant services and assistance programs that may be
available to help them manage their energy costs.

Home visits were conducted by EPWs and were expected to take one to two hours. They were

02 y RdzO (i SsRowgnk,fiekmé&  FALILINE | i@ PV WaS ahls to Bbserve and
RSY2yaGNFGS (G2 SELXIFAYy (GKS 02y 0OSLIia LINI OGAOIT Tt e
environment.

Home visits were conducted in the language and appropriate cultural context of the participant
householdg either bythe EPW who spoke the language or by the EPW with assistance from a CSW
acting as an interpreter. CSWs were generally present for the home visit; however, phone
interpreters were occasionally used if the EPW was unable to source an interpreter (for some
uncommon language groups) or when a phone discussion was required with an energy retailer.

A visual, pictoriabased flyer was explained and left with tharticipantwhich summarised key
concepts of energy efficiency, including heating in winter, coolimgiinmer, lighting, hot water use,
drying clothes and standby powékttachment B; key concepts of energy efficiepicy

EPWs assisted the household to identify which actions and behaviour changes will be the most
effective in reducing energy and water usgheir home, providing the ability to save money and
improve household comfort. The home visit also assisted people to read the energy bill so they could
monitor their progress over time.
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The strength of the Bright Actions project foarticipantswas hat they received essential
information, which they ordinarily would not have received their first language.

During the assessment, meter boxes, hot water systems and appliances were checked to determine
their functionality and, when necessaparticipantswere offered a referral t@ NILS provider to
purchase a new energgfficient appliance. During these assessments the EPW also determined
whether the household was receiving any government rebates or concessions that they were eligible
for and faciliated access to other relevant services and assistance programs to help them manage
their energy costs where necessary.

A small incentive for participation was provided to each household in the form of alshgwf
energyefficient appliances. Each sheéwg cost approximately $30 (including a bag which served as
promotional material for the program) and included a mix of items depending on the needs of the
household (see Tab®. The showbags supported and encouraged participants to adopt home
energyefficient measures in their own homes and were chosen because they could be taken with
the participant to a different dwelling when they move, in consideration that the majority of
participants were housed in private rental market.

Table3 - Energyefficiencyitems

ENERGEFFICIENCY ITEMS PROVIDE TO HOMEBARSICIPANDB14- 2016 TOTAL

Fixa-Tapaerator adaptor (male) 9241
4 minute $iowertimer 1,716
Kineticchrome plated standardaerator (female 1,210
HPAM 4outlet switched surge protected powerboards 725
Phillips Tornado Energy Saving Light Bulbs 20 W, 1200 Lumens 440
Energyefficientlightbulbs 8 W 50
Energyefficientlightbulbs 12 W 50
Ecoswitch 1,597
Thermometers 1,765
Total energy-efficiencyitems 8,494

Outcomes of this trial approach were measured by surveying participants before and six months
after the home visit workshops to determine if their enesgfficiency knowledge had improved. A
range of quantitative data about the type, age and quality ofl@mges in the home were also
collected through the survey conducted at the home visit. Permission was also sought to collect
consumption data for theixmonths prior to the home visit ansix to12 months after the home

visit to measure changes in enengse over time.
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7.2 Trial approacl2: Energyefficiency workshops
The purpose of the workshop approach was to gather people from a refugee background to share
and discuss energgfficiency information in a group setting. The workshops were also intended to
promote other trial approaches including the home visits and NILS.

During these twehour workshops participants were presented with information about energy
efficiency measures and behavioural changes they could make to reduce their energy consumption.
They were also provided with information about common household appliances. Aislial and

printed materials were used as tools for the workshops with a focus on images rather thangvords
due to the extensive language barriers in place.

Workshops were catucted by EPWs in the language of the participant group, or in some cases in
multiple languages through the use of multiple interpreters. Workshop size varied significantly
depending on whether they were delivered through TAFE, a community service, MibAdorcted
AY I LISNE2YyQa K2YSo

Presentations were altered to be culturally appropriate depending on the audience. The core set of
slides that were used as a starting point for presenters are atta¢itgchmentC¢ Energy
efficiencyworkshopslide3. EPWsised a portable projector or laminated slides providing detailed
information, in an easyo-understand manner through the use of pictures to enhance

understanding of energy efficiency.

Another method used to engage participants at workshops was to stimaldittle bit of fun in

doing an activity. This activity was partof their@ NJ & K2 LJ a dzNISeé G KSNB LI NI A
of energy use in the home. The EPWs created this activity on a laminated A3 page which depicted a
large pie chart with variouszd segments in different colours. The participants also received small
laminated cards which depicted images of, appliances, fridge, heaters and fans, hot water system
andlights. They were asked to match the appliance with the segment of energy uSdme created

much animation and interest in participants ahdlpedparticipants to remember the highest usage

of energy in the homegvident inthe postworkshop survey results.

Outcomes of this trial approach were measured by surveying participantsebafat after the

workshops to determine if their enereggfficiency knowledge had improved. The questions asked

were:

1. What do you think uses the most energy in the home?

2. lIs it better to wash clothes in cold or hot water?

3. What is the recommended amount of tarto spend in the shower?

4. What temperature should an air conditioner be setifitybu are able to set the temperature of
the unit)?
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7.3 Trial approaci3: Life Skills OrientatidProgram
The purpose of th&ife Skills Orientation Prograapproach was to prade energyefficiency
information to refugees at the earliest opportunity when they are settling and establishing
themselves in Australia. Providiegergyefficiencyinformation at the beginning of the settlement
cycle was intended to reach householdsdrefthey purchased electrical appliances and established
their energy use halst SeeAttachmentD ¢ energy efficiency information provided to refugees
the information presented.

Eachnewly-arrivedHumanitarian Entrant settled by MDA must attend a Life Skills Orientation
t NEPINIY Fa&a LINI 2F GKSANI aSdGdtSYSyid LINROSaaod abs!
session that is delivered by the life skills workshop facilitator.

TheLife Skills Oriemtion Prograncommences within the firdivo to threeweeks after

Humanitarian Entrants arrive in Australia and lasts for approximétede to fourhours. Asiewly-
arrivedpeople tend to experience culture shock and feelings of being overwhelmed e alights,
sounds and different ways of living in their new country, the aim is to keep the workshop fun as well
as educational.

Energyefficiencymessages were integrated into the Life Skills Orientafi@gram in the money

and housing modules. These sigms target all recently arrived MDA clients from a refugee

background and are offered as part o$izday intensive program. This program is delivered to a

new cohort of clients every two weeks. The ISfdlIsOrientation trainers also discussed Bright

1 OlGA2yaqQ OGAGAGASAE YR AYQ@AGSR OftASyida G2 FidSy

At the Life Skills Orientation session each attendee received a booklet (translated into 10 languages)
which both they and the facilitator wodd through. It is pitorial, fun and interactive, which

enhances learning. It contains information aboemergency contactqublic transport; accessing

health care; renting a house; Australian law and family law; how to seek employment; relationship
building; child, young peple and adult education; money and budgeting. The energy messaging as
part of Bright Actions included in this booklet is attaclialachmentE¢ booklet provided at life

skills orientatioh

Bright Actions trialled a methodology of using this orientats@ssion and booklet to establish a

base knowledge of energy at the onset fmwly-arrivedrefugees and therefore prevent energy

issues from occurring, specifically bill shock and excessive consuntptiermgyefficientmessages

promoting Bright Actionand the NILS were inserted into the existlifig skillsorientation modules
O2@SNRAY3 WazzySe FyR .dzZR3ISGAYIQd /fASyla 2F (GKS 2
scheme for a homeisit.

A Bright Actions EPW also attendadstprogram workshops to promote the other trial approaches
to attendees.
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7.4 Trial approach 4: No Interest Lébnlk buy scheme
To complement advice and support delivery through the other trial approaches the Bright Actions
project also facilitated the purclsa of energyefficient appliances binking participants with a no
interest loan andntegrating abulk buy scheme This approach helped to facilitate uptakeeoiergy
efficientappliances by refugee households by reducing the coshefgyefficientappliances as
well as remoingthe upfront cost forthis low-incomehousehold group.

The No Interest Loans Schertietp://nils.com.au)

The No Interest Loan Scheme (NILS) provides individuals and families on low incomes with
access to safe, fair and affalle creditLoarsare for sumsbetween $300 and $1,200 for
essential goods and services such as fridges, washing machines and medical
proceduresRepayments are set up at an affordable amount over 12 to 18 monhthise

eligible for NILS you must have eatth Care Card or earn less than $45,000 a year (after
tax). Loans cannot be used for cash, bond, rent arrears, debt consolidation, holidays or bills.

NILS is offered by more than 250 local community organisations ift60éocations across
Australia.

While NILS is targeted generally to loveome households, people from a refugee background are
typically excluded due to significant language, literacy and cultural barriers. Asylum seekers are also
effectively excluded from NILS due their very small mee and lack gbermanentresidency status.

There are a small number of localised NILS services targeted towards different cultural groups or
people from a refugee background, but eligibility for these schemes is restricted to certain
geographic locationsr includesrequirements that applicants must have an existing relationship

with that NILS providefTherefore, rather than creating a specific bulk buy or NILS service for people
with a refugee background, Bright Actions sought to implement a trial agpraamed at reducing
barriers to refugee people in accessing the existing mainstream services.

Bright Actions partnered with Kyabra Community Association Inc. to access NILS. Kyabra is a medium
sized multiservice organisation which works with families ammtnmunities to strengthen family

and community life in Queenslankyabra Community Finance provides free financial services to low
income earners including Aaterest loans, lowinterest loans, matched savings programs and

support with budgeting and payg bills.They are a leading NILS provider with a high level of

expertise and innovative approach to delivering the program.

The Bright Actions teamngaged directly witlparticipans to inform them about the NILS abdlk
buy arrangement, collect all the relevant paperwork, educated them on ereffigiency and

helped theparticipantto complete all the necessary paperwork fdi.S applicatiorKyabra
processedhe paperwork assessethe loans liaisedwith the Good Gys¢ Good to Go Now Scheme
to access the bulk discount and product on behalf ofghdicipantand then administered the loans
once they were approved

The focus of our approach was to create a sertoamake NIL&nd the bulk buy discoumhore
accessible tohe target group. Most participants were recruited through the other trial approaches
described abovevith 54 per centof participants referred to the program through the horaesit
service

There were two pathways provided to facilitate accesenergyefficientappliances through the
NILS/bulk buyapproach.
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The first option was forduseholds who were able to work through the NILS &odd To Go Now
Schemandependently These householdsere referred to an existing NILS provider. This
WNB I RA Yy &ermaired by thédisétetion of those individuals delivering the service, guided by
the following guiding criteria:

time settled in Australia

English language skills

literacy levels

financial literacy levels

country of origin

comfort level ofparticipantsdealing directly with external organisation

number ofparticipantsreferred toa specific NILS provider organisation and their
capacity to undertake the application process.

=4 =4 =8 -8 4 -4 -

Alternatively, asupported pathway waalsomade available for households who remed specific
cultural, language or financial literacy support in order to access the NILGa@iTo Go Now
SchemeThe supported patha® I LILINR | OK LINP @A RSR WOt AyA0aQ F2NJ N
MDA with appropriate language and cultural supp@&@ilinics were delivereith various locations in
South East Queensland (Inala, Acacia Ridge and Nuntlaéde cliniceomprised a group
information session which covered:

1 an explanation oNILS and the Good To Go N8shemeincluding the eligibility

requirementas and application process
91 information aboutenergy efficient optionsvhen choosing appliances

Clinicsalsoprovided ore-on-one support to
f aaasSaa | LISNA2yQa NBIFIRAYyS&aa (2 | LB%ee F2NJ | bl
9 facilitate participantsthroughthe NILS application interview for those wishing to apply
9 provide support during handover of money where necessary.

To process and administer the application process under the clinic nidght Actions partnered

with Kyabra, a community ganisation that has a strong focus on microfinance and has significant
experience in providing services to people from different cultural backgrounds and language. groups
A Memorandum of Understandin@ioU)was put in place to facilitate this relationship.

The process map for the NIb8lk buy sheme below shows the two pathways participantsild
access a no interest loar bulkpurchasean energyefficient appliance
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Figurel - NILS/bulk buy scheme process map
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8.0 Data collection

The project focused on collecting data using culturagpropriate methodsuited to the needs of
people from a refugee backgrounthis needed to accommodate the specific cultural and language

needs of the target audience. This includetégrating quatitative and qualitative datacross a
number of different points in time and in a varietyagiproachegsee Table}).

Table4 - Data collection activities for trial approaches

Home visits Preintervention Thehome assessment survey gathered data on
survey participant demographics, attitudes, applianc

ownership, housing typand other related data.

Postintervention | A shortsurveywasadministered at the end of each

survey home visit to measure improvements in eggr
efficiency knowledge acro$sur key questions.

Consumption data | Consumption datavere provided by Ergoinergyand
Energex with custome€permission. Not all of the
data sets provided were usable due to the lieuit
tenure of many participants.

Sixmonth follow- | Six montls after the home assessments were

up surveys completed participants were contactdry phone and
surveyed taunderstand changes in kiwledge,
behaviour and attituden the longer term.

Case studies Bright Actions developed 20 caséusliesof the home
visitsto demonstrate the issues faced by the
participants and the project.

Workshops Preintervention Workshop surveys were administered at the start of
survey each workshop sessiamhichasked four questions

relating to energy efficiecyto establisha baselinefor
energyefficiency knowledge.

Postintervention | Workshop surveys were administered at the end of

survey each workshop sessidn measure improvements in
energyefficiency knowledge across the key questio

Life Kills Sessions attended | The number of sessions that included energy

Orientation efficiency information was recorded. Participants in

Program this trial approach were not surveyed.

NIL$Bulk Buy Number of clinics, | The number of NILS clinics and the number and va

Scheme Number and value | of NILS applications were recorddte number of
of NILSapplications| NILS loans used to purchase energy efficient

appliances through the bulk purchasing arrangeme
(Good to Go Now) were also captur@thrticipnts in
this trial approach were not surveyed.

Overall project | Project team The project team gathered fortAree-day workshop
workshop and to share perspectives arathieve a greater
interviews with understanding ofhe issues arising from the data
EPWSs collected Some of the EPWs were interviewed as p

of this process.
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Bright Actiong the energy to save

8.1 Consumption data
Households who participated in the horvesit trial approach were provided with a consent form at
the beginning of the home visit to request their permission to obth&ir consumption datgrom
the relevant electricity distributorizrgonEnergy olEnergex Given the absence of advanced meters
in Queensland the project only had access to accumulation data at a point in time. Gas consumption
datawere not requested dueo the low penetration of gas in Queensland and its limited use (gas is
used predominantly for cooking and in less instances for water heating in Queensland, rather than
space heating which is common in other states). Absence of consent to obtain conzuahgta did
not preclude the household from receiving the service.

For those that provided consent, consumption datare captured at the following points in time:

9 For thesixmonth period prior to participation in the projecto establishbenchmarkdata.
This was only relevant where the occupant had resided in the dwelling for this period of
time and maintained the same household composition.

1 Atthe point of thehomevisit or the closest physical meter read from that date.

1 For the twosixmonth periodsafter the home visit (to make up a total of 12 months post
intervention data) to determine the longderm impact of the home visit.

8.2 Surveys
EPWs usgethnographic research methogsuch as irdepth interviews and observatigio
dzy RSNAE G YR Eifseoldneog) dse &hi helfadidurs that effect energy Sseveys were
conducted to measure outcomes for participants who received either a home visit or participated in
a workshop. The following surveys were undertaken as part of these trial approaches:

Pre-intervention surveys

Home visit participants and workshop attendees were surveyed prior to receiving the service to
establish their base level of knowledge and understanding around energy effi¢ftaxshmentF¢
pre-intervention survey

A more comprehensive survéfttachmentG ¢ homevisit surveywas conducted at the home visit
where participants were surveyetirough a combination of explicit questioning and unobtrusive
observationduring the serviceThe EPWSs recorded data from thehema and additional questions
directly into handheld devicesand into thedatabase Thehomevisitsurvey gathered data on
participant demographics, attitudes, appliances ownership, housing styles and other related data.
Thiswas administered by the EPWsthe appropriatelanguage with cultural sensitivity.

Postintervention surveys

Homevisit participants and workshop attendees were surveyed directly after receiving the service

to establish how their knowledge and understanding around energy efficieadymproved.

rveys were administered at the end of the home visit or workshop session and focused specifically
on four questions relating to energy efficiency. These were then compared witimigmention

surveydo see if there was an increase in kmedge.This survey was identical to the pre

intervention survey.
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Sixmonth follow-up surveys

Homevisit participants were surveyesixmonths after they received the service to measure lorger
term behavioural outcomes. Surveys were conductethéparit O A Linguag® aver the phone.

These surveys were intended to capture dataemergyefficiencyawareness, whatnergyefficient
actions had been undertaken, the perceived results of these actions and the comfort levels of the
households (thermal, ptsjcal and financialAttachment H; follow-up survey.

An online database was useddollectall survey data. e decision to collect datalectronically,

rather than on paperwas to reduce the possibility of lost or corrupted data during any transfer
process and to provide the simplest input method for workers. It also allowed for minor changes to
the data collection templateluring the course of the projeetithout the cost of reprinting forms.

8.3 Case Studies

Qualitativecase studiesvere also used tmmeasure the impact of the project. These case studies
highlightsimilarities and differences between individuals and cultural groups in their lived
experience of energy use. The case studies are available for use by the Departimeistry and
Scienceand by other agencies involved in similar work. This will lead to important learning around
the delivery ofenergyefficiencyknowledge and services to CALD communities.

Bright Actions developed 20 case studies to demonstrate the issues faced by thepzarticand the
project.

8.4 Challenges with data collection
Control Group

The measures used to demonstrate trial outcomes were originally submitted as pihe Data and
Evaluation Plan which was approved by the Commonwealth. Howevee there later callethto
guestion by CSIRO who weseekingmore rigorouslaboratory-styledata collection and specifically
I wO2y (i ERdn thaiy@idahifispdvantage of the target groapd following negotiationd
was agreed to use the original data collectaord evaluation measures.

Howeverin an attempt to establish some kind of control group Bright Actions collected energy
consumption data fronmome visit participant$or the sixmonths prior to the service to use as a
benchmark for their energy use. Thispapach was designed to allative project teamto

understand the trajectory of energy use in relevant communities and compare the energy use data
of participants in the current project to understand if providing information and supgamreduce
energy usen similar communities

Timing of data requirements

The CSIRO undertook an assessment on the submitted data plans across all LIEEPThisject
approach did not account for both the diversity of the target group and rangeefventions

undertaken byBright Actions. Lack of clarity in the data collection instructions and the addition of
guestions after data collection had started presented further challenges and a need for retraining of
project workers. A delay in action to CSIRO database for uplpadis also problematic

Page29/ April 2016 Final Report of th@&right Actiongroject
29



Bright Actiong the energy to save

9.0 Project outcomes and findings

Overall, he BrightActions program delivered
1 1,767energyefficiencyhomevisits
568energyefficiencyworkshops ta3,093people
35 energyefficiency modules withitife skills courseto 497 people
70approvedNILS application®r loans of more thar$60,000in value
30 new energy efficient major whitegoods purchased through the bulk buy scheme

= =4 =4 =4

The program directly affected over 10,000 pegpidich includes the number of individuals we
provided a service to and the household members of each home we visited as part of the home
visits While theoverall reach of the project is hard to judge almosipés centof home visit
participants reported discussing energy efficiency with other peegthin their community.

Based on anecdotal data we established ttet majority of the projecbbjectives were achieved
across all trial approacheln terms of empirical datdhere was a demonsated improvement but
overall he empirical datave collected was not comprehensive enough to conclusively state that all
objectives were metTable4 outlines the esults against theset objectiveswith adetailed

explanation of the results and outcomes of each trial approach against the objectivessiactimns

to follow.
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Table5 - Overallresultsagainst objectives

Homevisits Energyefficiency Life Skills Orientation No Interest Loanbulk buy
workshops Program scheme

Objective

1. Increase energy Yes Yes Yes Yes
efficiency knowledge energyefficiency knowledge Energyefficiency knowledge Energyefficiency knowledge 30 plus households
within the community of home visit participants  imparted to 3,093 people. imparted to 497 people. educated in star ratings anc
increased, evidenced by a The effectiveness of the energyefficiency of washing
knowledge based pre home knowledgetransfer is machines and refrigerators.

visit survey and then again evidenced withresults from
at the sixmonth followrup.  the pre and post workshop
survey.

. Allow moreinformed Yes Not applicable Not applicable Not applicable
eleieislolalsielp cpicie) Al self identified behavioural
in the home change question 6 months

after home visit with 79er

centsaying yes they

changed their behaviour.

And confidence level chang

with an increase of 26.@er

centof the number of

households who felt

confident or very confident

in making household energ

efficiency decisionsix

months after the home visit

(as opposed to before it)



Objective

3. Facilitate more energy
efficient appliances in
refugeehomes

. Sharingknowledge with
others

. Increased knowledge of
and access to assistanc
programs
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Homevisits

Yes
8,494 energyefficiency
products provided to
participants of home visits.

Yes

74 per centof participants
surveyedsixmonths after
the home visit had spoken
to others in their
community about energy
efficiency.

Yes

Facilitated access to $30,0C Information on energy
worth of energy concession assistance programs and

during homevisitedfor 106
participants.

Seven per cenf
participants @cessed a
financial hardship program
as a resulof the home visit.
17 per centof shared
information about retailer
hardshp programs with

Bright Actiong the energy to save

Life Kills Orientation
Program

Energyefficiency
workshops

Not applicable Not applicable

Not applicable Not applicable

Yes
Information on energy
assistance programs

Yes

how to access them
provided to3,093people.

Final Report of th8right Actiongroject
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provided to 497 people.

No Interest Loanbulk buy
scheme

Yes
30 new energyefficient
major whitegoods were
purchased through the
program¢ 12 washing
machines and 18
refrigerators

Yes

Provided access to a no
interest loan to all
participants of home visits,
energyefficiency workshops
and the life skills orientation
workshops. This resulted ir
160households engaging
with the activity and

from a mainstream NILS



Objective

. Reduced trajectory of
energy consumption

. Increased physical
comfort

8. Reduce energy related
stress
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Homeuvisits Energyefficiency Life Skills Crientation No Interest Loanbulk buy
workshops Program

their community after the
home visit.

Increased awareness of
Centrepay for 1,237
households.

53 successfuho interest
loans provided to home visi

recipients

Yes Did not collect data Not applicable
Consumption data indicates therefore cannot

a minimal increase in demonstrate

consumption from 0.1kWh

per person per day.

Yes Not applicable Not applicable
Before the home visit 3per

centof participants

indicated that they were

WHSNE dzy O2 Y T

Wdzy O2YF2NI | 6

home in regards to

temperature. At thesix

month follow-up survey that

percentage had decreased

to 20 per cent

Yes Not applicable Not applicable
Rate your level of financial

stress related to your energ
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Not applicable

Not applicable

Not applicable
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Homeuvisits Energyefficiency Life Skills Crientation No Interest Loanbulk buy
workshops Program scheme

Objective

bills at HV and isixmonth
follow up. 40per centof
home visit participants
indicated they often or very
often restricted spending or
food and transport to
ensure they could pay their
energy bills and 5@er cent
indicated they did not use
appliances due to worry of
having to pay for the energy
use of he appliance.

At the sixmonth follow up
only 33per centof
respondents rated
themselves as in a high or
very high level of financial
stress.
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9.1 Trial approach IHomevisits
9.1.1 Objectives

This next section presents the results for the home visits against the relevant objectives for the
project. Asprimary activity of the Bright Actions projeittvasthe most rigorously tested. The
objectives measured for this home visit trial approach were
1. increase energefficiency knowledge within the community
allow more informed degions on energy use in the home
facilitate moreenergyefficientappliances in refugee homes
facilitate refugees sharing knowledge with others
increase knowledge of aratcess to assistance programs
reducetrajectory of energy consumption
increase physical comfort
reduce energyelated stress

© No g wDdN

9.1.2 Results

Increased energy efficiency knowledge

Information about the increased energyfficiency knowledgef participantswasobtainedby asking
four questiors. Thesavere specifically designed to measure knowledge in areas identified as the
major energy use ithe average Australiahome, such as hot water and air conditioning. Responses
were captured directly prior to the home visihdthen compared with the responses giveix

months after the home visit was undertaken, in a follaprsurvey This was ttest if knowledge

was retainedong term.The questions were:

What do you think usethe maost energy in your home?

When you use a washing machijigit better to wash your clothes in hot or cold water?
What isthe recommended amount of time to spend in the shower?

What temperatureshauld anair conditioner be set at (if you can set it) when you cool your
home?

= =4 4 4

Figure2 showsthe increase irenergyefficiencyknowledge among the homeisit participants
There was a high level sélfreported knowledge of using cold water for washingppto the home
visit, with 89 per centof participants already aware of this benefitcreasingo 95 per centafter
the serviceThis is due to many participants having attended either or both of the ereffipiency
workshops and/or the.ife Skills Gentation Progranwhich alscsoughtto increase the energy
efficiency knowledge of participants.
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Figure2 ¢ Energyefficiency knowledge pre and post home visit

Change in energy efficiency knowledge

= before

Participant responses

Hm after

What uses Wash in hotor How longin Run the air
most energy cold water  the shower con at what
temp

Question asked to measure energy-efficiency knowledge

Anincrease irenergyefficiencyknowledge was achievddr all fourmeasures. However, it is

important to note that the four survey questions were devised based on average Australian
K2dzaSK2ft R SySNHe& dzaS IyR 4gSNB 2F0Sy y20 NBt SOl yi
guestions were developed to measure knodde about the main drivers of energy use in the

average Australian home which were identified as hot water (for washing and showering)-and air
conditioning. However, over 60 per cent of home visit pdwtints did not have an agonditioner

and most (89 pr cent) were already aware that washing clothes in cold water was more energy
efficient before the home visit commenced. For many of the households participating in this service,
cooking was the most energgtensive activity in their home. However, thigs not covered in the
measurement questions. These issues diluted the effectiveness of these questions in measuring
energy knowledge for the home visits.

Answers to some of thguestionsmay also have been impactégLJ- NI A OA LI y 1 aQ LINF Od A
from their country of origin or experiences living in refugee camps. For example, refugees from a
Rohingarbackgroundmaintained the practice of bathing in cold water using a budket.those

households hot water was notsagnificant driver of rergybills and therefore some of the

responses measured by the questions (such as the recommended length of a shower) were less
applicable to the learnings they would have benefited from during the service. They may have
AYRAOFGSR I f 2y 3SN Yekrkrgespipthaighe¥tidn as theilendth obtim& I S 0o
using theirapproachto showering (with a bucket).
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More informed decision makiran energy use

Six months after the home visit 79 per cent of participants reported that they had modified their
behaviou as a result of theervice (see Figui®. Thisresult may have been highdrpwever, as the
consumption data demonstratesyarage energy use per personsvander 3kWh per person per
day,which is around 6@er centof average energy use per person. For mpaiticipants there was

no opportunity to modify behaviour as tireusage was already very low compared to the average
Australian person. Bright Actions has effectively laid a foundation of knowledge that will hagfepe

from a refugee background manage their energy use trajectory before it reaches the level of average
Australian households.

Figure3 -Has the participant changed theibehaviour?

Has the participant changed their behaviour?

The ability of participants to make informe@caisions about energy use was also be measured by

the selfreported level of confidence before and after the home visit. Prior to the home visit 49.7 per
OSyild 2F LINIAOALIYGA FStG GKS& sSNB WOR2YyTFTARSyi(Q
efficiencydecisionsThis increased to 75.9 per cent at the-ginnth follow-up survey(see Figurd).

While 24 per cent of participants reported that they were unconfident or very unconfident prior to
the home visit, this decreased to just 3.2 per cent at thamsdnth follow-up survey results.
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Figure4 - Confidence before and adt the home visit
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Eightynine per centof home visit participants understood that washing clothes in cold water was
more energy efficient even before the home visit commenced. However, through the home visit
process EPWs observed that many participaidsndt know how to achieve this and often assumed
they were using the cold wash settings when they were not. This is one example of how the home
visit was able to convert energgfficiency knowledge into a change of behaviour and confidence in
the home.

Increased uptake a#nergyefficient appliances
The home visit provided participants with shdsaigsof energyefficient products that could be used

in the home. 8,494 energgfficient products were distributed to households in shbags, one for

each partigbant of the home visit service tailored to their nee@&howbags proved to be a highly
valuable incentive to participation and provided a benefit much greater than their $30 replacement
value (as discussed in the cdinefit section of this report)The energyefficiency standard of

housing was low, providing an opportunity for participants to significantly benefit from gifts of

products such as tap aerators and eneggficient lightbulbs.

Most refugee families were not responsible for the inipafchase of appliances they had. These
were supplied in most instances by theettlement agencyTheytended to be the cheapest

available and were generalhotenergyS F ¥ A OA Sy (i

2NJ I LILINBLINRF GS F2N) GK

composition. The most significaarea for change was identified as the supply of electric bar heaters
and the standard of refrigerators. As a result of the Bright Actions haisieactivity the household
goods package composition, in regards to eneefjiciency, is being reviewed byDA which is likely

to result in many more energgfficient appliances in refugee homes.
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Sharing oknowledge with others

One of the key objectives for the Bright Actions project was to facilitate the dissemination of energy
efficiency information within reigee communities. 7ger centof participantssurveyedsixmonths

after the home visiteported discussing energy efficiency with their commuisiyeFigureb).

Figure5 -Word-of-mouth knowledge transfer

Have you spoken to anyone else in your
community about energy efficiency

Increased access &®sistance programs

One of the objectives of the home visit trial approach was to connect refugee housatitiidother
programs that are available to assist peofl@ananage their energy bills. Specifically, the project
measured results in terms of imprest understanding and awareness of:

- concessions

- Centrepay

- hardship programs offered by energy retailers
No InterestLoanScheme (NILS)

Concessions
The Queensland Government offers a number of concessions to assist eligitihedome
households with the cost of their energy bilfeeAttachment i Queensland Government
Concessions Information and Contadtenper cent of home visit participantadicated that they
were entitled to a concession but were not accessing it. The reason they gave for not accessing the
concession was
1 they did not know what concessions were (21 per gent
1 they lacked information about concessions (18 per fent
1 they did nda know how to apply fothe concessions (four per cent)
1 did not want to apply (one per cent).
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A total of106home visit participantsvere directly assisted to accessconcession during the home
visit, resulting in a total savings of over $30,000 per yeaparticipant households.

During the course of the home visits EPWSs attempted to assiga@tipant to apply for the
vdzSSyatlyR D2@SNYyYSyidiQa 1 2YS 9ySNHE& 9YSNHSyOe& ! 3
for one-off assistance with energy billdot all outcomes were tracked but at least eight applications

were successful, each receiving the maximum payment under the scheme of $720. EPWSs observed a

very low level of awareness of HEEAS in the community. In all 26 cagestibgpantdid not know

about HEEAS prior to the home visit.

Centrepay

Centrelink provides a program called Centrepay which enables people who receive a Centrelink
income to have payments made directly to their energy retailer on a fortnightly basis. Centrepay is
free for the cistomer and can be a helpful budgeting tool to assist people to manage large bills by
paying a nominated amount on a regular basis.

Prior to thehome visitalmost 70per centof home visit participantsvere unaware of Centrepall
1767 home visit particigntswere made aware of it as part of the prograasulting an in increased
awareness of Centrepay for 1,237 households.

Figure6 - Awareness of Centrepay prior to home visit

Awareness of Centrepay prior to home
visit

Hardship Programs

Energy retailers are obligated byl a f | A2y (2 LINRPOGARS WKI NRaKAL) LINE
experiencing financial difficulties with their energy bills. During the home visit no participants had

accessed a retailer hardship program. Seven per aer@spondents to thesixmonth follow-up

survey reported that they had accessadetailer hardship program since their home visit. 17.2 per

cent had told others in their community about hardship programs.
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NILS

Fifty-three successfuho interest loans were provided for home visit participafiarther outcomes
relating to NILS for this project are discussed in more detail under the results for théiNkLsY
section.

Reduced trajectory of energy consumption

The energy data collected for the Bright Actions program consisted of household data sourced from
Ergon and Energex (electricity distributors). Gas data was not sought as reticulated natural gas has
low penetration in Queensland and any consumption wowddinall due to its use predominantly

for cooking and, in fewer instances, for hot watdlowever the incidence of reticulated natural gas

in the homes visitedvas capturedandit wasconfirmed that the fixed service cost was a cost of

living issue for pdicipant households.

Participants were asked to provide consent to access their electricity data for billing periods pre and
post the homeuvisit activity. This was done to try and utilise the {pi@me visit data as a control

group and determine the lonterm impact of the home visit. Usable consumption data was

obtained for 115 households. These were of varying lengths due to the differing tenure of
participants (both in Australia and at the home address).

Figure7 - Length of bil data
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While almost 5@er centof bills were for a period afixmonths there was also a large amount of
data for much longer periods (almost three years in some cases) which allowed us to better track
change over time. Almost all data provided an dgplit of usage pre and post intervention.

Reduced trajectory of energy consumption

It was acknowledged eariy the project that there was (in general) limited possibility for refugee
households to reduce energy use as most were starting from an extydmelbase (as evidenced

by the consumption data) and had the economic impieeato keep their energy use low. They
would however be on an upwards trajectory as they became more affluent and sought to replicate
the mainstream lifestyle.
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Therefore the an of the project was not to reduce energy consumptinri to reduce thetrajectory
of their energy consumption as they established their homes in Australia.

Asethics precluded theuse 6f a GF YR NR O2y GNRBf 3ANRdzL) F2NJ 6KA& LI
visit datawas usedo determine the current energy use trajectory within the refugee commuinity.

wasthen compared to the energy use trajectory after the home visit to determine adyaed

trajectory.

The chart below (Energy trajectory) shows the history of daily energy consumption averaged across
all households; it comprises two parts including electricity use before and after home visits. The data
is an aggregation of billing datar all households and runs for approximatétyee and half years

from July 2011 through to February 2016. This shows a reduced trajectory across the participant
group who were able to provide consumption data.

The change over time is indicated by theresponding trend lines, which indicate that electricity
consumption was increasing by approximately 1.4 kidgover the course of a yedrefore the
home visit but was decreasing by approximately 1.4 kifdiiafter the home visit.

Figure8 - Energy trajectory

Comparison of control group and home visit participant electricity use

KWh/day

Control group electricity use

B Participants electricity use after home visit

Jul1, 1 Jan 1, 12 Jui 1, 12 Jan 1,13 Jul 1,13 Jan1, 14 Jul 1, 14 Jan 1,15 Jul 1,15 Jan1, 16
Date

Analysis is based on period billing data only and assumes that daily electricity use remains constant
across each billing period. When a home visit falls within a billing period, then that bill is split at the
date of the homevisit and the two parts are allocated accordingly. When a start date is not provided
for a bill, it is inferred from the previous end date, or if this is not available it is estimated based on
the average bill length for the specific participant.
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Averagesnergy consumption

Figure9 shows the consumption change fparticipanthouseholdsvho provided consumption data

during the project. The bottom axis shows the relative change in consumptibousehold and

the left hand axis shows how many households this applies to. Most households are represented in
the largest block of households which showed no significant change, shown here as zero. The right
hand side of the graph shows households thaté increased their energy use. This is marginally

higher than the left hand side of the graph which shows households that have decreased energy use.
Overall the group who provided consumption data exhibited a small increase (12.1 kWh to 12.6
kWh). Howevethis cannot take into account seasonal variations as due to the short time frames
within the project we were unable to collect long term post home visit data.

Figure9 - Change in daily usage
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The average daily energy use per household across the participants was 12.1 kWh per day prior to
the home visit. This increased to 12.6 kWh per day after the home visit. This is a very small increase
in energy use (equivalent to using an electric oven for half an hour). Given the average occupancy
level in the project was 4.6 people, this equatesitdaily average of 2.7 kWh per person. This is
significantly lower than the average mainstream household usage of 5kWh per person per day.
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The increase of 0.5kWh per day is far less than the possible increase of 1.4 kwWh based on our
projections about trgectory increase.

The reasons for the increase are not completely clear but in many cases households will be using
more energy to increase comfort, as an example many houses did not have functioning hot water
prior to the home assessment but (when it wdsitified that hot water was a standard in

Australian homes) had repairs made afterwards to make the hot water system functional resulting in
higher energy use but greater comfort.

Barriers to data collection

As previously noted, there were a number of barriers to data collection. Gaining participant consent
was problematic as sonarticipants weraunwilling to sign forms or divulge much information

about thenselvesn general. This has been anecdotally atitdxd to language skills, meaning some
participants did not fully understand the process and so were reluctant to sign official documents
dueto mistrust and prearrival experiences with governments. There were also issues of obtaining
consent for electri¢ciy consumption data, where the person representing the household at the home
visit was not the electricity account holder and therefore unable to provide consent. The project also
faced an issue of participant tenure, where many participants had only tgamoved into their
accommaodation or had just changed accommodation. This resulted in a high number of data sets
that were not viable While consent to access electricity consumptilata formore than800
householdsvas obtainedonly 115were viable.

Increased physical comfort

Home visit participants were asked about their physical comfort in winter and summer before the
service. They were then asked how comfortable they were in their home in regards to temperature
sixmonths after the home visit.

Overdl, responses indicate that before the home visit@®9 centof participantsg S NB W@ S NEB
dzy O2YF2NIFof SQ 2N Wdzy O2YTF2NI I 6 f SQ sikmonthiffll@- K2 YS Ay
up that percentage had decreased to 20 per cent.

Many of the participats initially had low expectations for their level of comfort. For example, it was

common in many households to bath using cold water, rather than taking a hot shower. This was not

seen as impacting on their comfort, but simply their habit from spendilogi@ time living time in a

refugee camp or part of their household practices in their country of origin. For this reason, many

LI NHAOALI yia INB fA]1Ste G2 O2yaAiARSNI GKSANI LIK&&aAacd
comparison to many otherustralian households. However, anecdotally, it appears that these
SELISOGIGAZ2ya OKIy3aS 2¢0SNI GAYS a4 K2dzaSKz2f RaQ Od
Australia, again resulting in an increase in energy consumption in the home over time.

Second}, the vast majority of participantéve in private rental accommodation andre therefore
unable to makdhe necessary structurgahangeso their homethat would be required tanake a
majorimpacton physicalkcomfort, such as draft sealing and insulatidmese kinds of improvements
(retrofits) were not part of the Bright Action project.

Thirdly, he heating and coolingppliancetypes such as fans and electric heatdtsat weremost
reported in the trial are nogffective in coolinfheatinga house or roong in many casebeing
designed to cool or heat a person rather than a large area.
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The majorityof cooling appliances within the refugee communitgre fans. While these are
economical they may not provide the he@ief required for elderly or infirm participants.

Therefore the opportunity to improve physical comfort was minimal without air conditioning being
installed. Further, the upfront cost of air conditioning is prohibitive for miamyincome

households. tlis also unlikely to be worthwhile for the participants to pay to have improvements
made to the property given the temporary nature of accommodation in many instances.

While changing behaviour by limiting appliance use is likely to reduce energy ugggtandally
financial stress, it may also result in decreased comfort in the home and possibly an increase in poor
health outcomes due to insufficient heating or cooling in the home.

As well as the prevalence of portable heaters themge a large numbeof participants who hd no
heating available to them. While this could result in energy savings the issue of health and comfort
need to be addressed. Particularly for the elderly and infirm a lack of heating will most likely result in
a cost to the commuty from increased doctor and hospital visits.

Reduce energy related stress

Prior to receiving the service 5@@rticipants(40 per centyeportedW2 F 1 Sy Q 2 NJ Wa2YS G A YS
restrictingtheir spending on essential items in order to pay their energy Bilbtal of 341 (25 per

cent) reported never restricting spending to pay their energy ke Figurd.0).

Figurel0- Restricted spending on essential items

Do you restrict spending on items such as food
or transport so you can pay energy bills?
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Prior to receiving the home visit the majority of participants (52 per ceagprtedthat they
Waz2YSOAYSaQ 2N W2FGSyQ RAR yabait belny &blelolpiyithid 1 y OSa 0 S
energy billshyf 8 mcn omH LISNJ OS ¢ditheir applidnée use Robtiis redso® @S N NX
(seeFigurell).
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Figurell - Restricted appliance use
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At the sixmonth follow up survey only 38er centof respondents rated themselves as in a high or

very high level of financial stress.

Figurel2 - High financial stress
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9.1.3 OtherFindings

Change in attitudes towards energy efficiency

In order to gather an understanding of participa@iteewsaboutenergy efficiency angerceived
impacts being energy efficient would have dayday,the CSIR@rovided fivequestions This
mandatory set of questions was administered in the household survey Paliicipants were asked
eachof the followingquestiors as directed, withoutmmpting:

Please rate how strongly you agree or disagree with the following statements:
1. Energy efficiency is too much hassle.

2. Energy efficiency means | have to live less comfortably.

3. My quality of life will decrease when | reduce my energy use.
4. Energy efficiency will restrict my freedom.

5. Energy efficiency is not very enjoyable.

Response range was:strongly disagree to-Strongly agree.

Unfortunately t waslargelyimpractical to administethese questionsluring the workshops due to

language and literacy issud3ue to the language barriers involved in the project there was a need

to interpret meanings of some terms (suchdsssslé€) for people withoutgood proficiency in the

English languagén addition, for nany participants tk questions appeared inappropriate given

GKSANI SELISNASYyOSa YR dzy RSNA (I Yy RMah@efgydegon®e 2 NJ SE Y
from a background where they have experieneggenuineloss of their freedom so the use of this

term in this context vas inappropriate. Aecdotally many of the participanttaughed at the idea of

energy efficiency restricting their freedogiven their previous life experience.

However overall the results demonstrate an appreciation of the benefits of energy efficienay
financial and comfort sense. The results are as follows

1. Energy efficiency is too much hassle

¢tKSNBE o61a a2YS AyAGALFIE O2y¥FdzaAz2y | NRPdzyR GKS 62 NF
cases.

As seen irfrigurel3, 21 per centof people indicagd that they believed energy efficiency was a

hassle for themThis may be reflective of the transient nature of many households of people with a
refugee background. One example of this was for a herait participant from Somalia who had her
teenage son@ I A NI F NA Sy Rocdasiogshsy/i@ll ag & niikbertofexandeg family from
time to time. Her bill was high, but she was reluctant to ask all those concerned to be more energy
efficient because it would have impacted on her reputation in the camity.

The majority of people (5per cen) did not agree with the statement. The neutral respo(@pvas
fairly consistent across all questions averaging around@eB@entresponserate. This is not
unusual in surveys where people often pick the neestitral answer if in doubt.

It is believed thisiccurately reflectshis communityQ sentiment. It may also reflect the level of
information provided at the workshops and home visithiere we provided simple and cest
effective actions that people coutdke.
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Figurel3- Too much hassle?

Energy efficiency is too much hassle
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2. Energy efficiency means | have to live less comfortably

This question polarised participants to the greatest extent. It also attracted the lowest neutral
response.

As seen ifrigurel4, 30 per centof participants agreed that instigatirenergyefficiencyactions
could mean a less comfortable lifestyfehile 45per centbelieved their comfort would not be
compromised.

This resulmayalso reflect the workshops and home assessment themes afciag the cost of air
conditioning and heating by not overheating or overcooling living spaice using normechanical
heating or cooling where possiblié mayalsoreflect the conditions that they lived in, in their
country of origin or in refugee campéth no cooling methods, electricity or running water.

Based on the overall result it would appear that people are prepared to accept a reasonable level of
discomfort in order to save money and reduce their levels of financial stress.
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Figurel4- Live less comfortably?
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3. Energy efficiency will restrict my freedom

As previously mentionedhe termdfreedonmé when used in this context may not have been well
accepted by the refugee community where many have known genuine restrictions to their freedom.
Energy efficiency would seem like a small thing compared to the issalg of these people have
faced. It is ot surprising therefore that nly 18per centof participantsbelieved that energy

efficiency will restrict their freedonthe majority (47per cen) disagreangwith the proposition(see
Figurelb).

Figurel5- Restricted freedm

Energy efficiency will restrict my
freedom
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4. Energy efficiency is not very enjoyable
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Nearly half 47 per cent)of the participants disagreed with the idea that energy efficiency is not
enjoyable whereas only 2per centagreed that it was not enjoyablsee Figurd.6).

Once again the terminofyy usedin this question may have been problematic for people with
Englishas a second language @mjoyablé is not a term normally associated with energy
efficiency.

For most of our participants the rewards from energy efficiency are well andwaith the effort
and they may see the financial returns as being enjoyable as opposed to turning lights off or setting
the air conditioner temperature a little higher.

Figurel6 - Not enjoyable?
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5. My quality of life will decrease \Wen | reduce my energy use

As can be seen in Figut@, 21 per centof project participants agreed with this statememthile 47
per centdisagreed.

These resultsnay reflect the underlying assumptions of the projeghere energy savings are linked
to cost savings and reduced financial stress within the household.

Themessage that reduced energy use can result in reduced financial stessstressed in both the
workshops and the homeisits In many caseEPWsranslatad energy savings into dollar sagis
rather than kilowatt savings. This appears to be a more concrete method in helping people
understand the importance of energy efficiency.
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Figurel7 - Reduced quality of life

My quality of life will decrease when
| reduce my energy use
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Demographicdata

One of the keyputcomesfrom the home visitsvas a rich source of data on refugee households and
their circumstances and experiendesrelation to energyIn order to interpret and discuss the
results of the project it isisefulto present some demographic and household informationwttibe
participants including:

household composition

income

location

housing and tenure type

country of origin and languagsepoken
level of education

employment

housing type

number and type of appliances

=2 =4 =4 =4 -4 -4 A4 -8 4

It is important to note that the &ff employedfor the home visitsvere notenergyefficiencyexperts
or electricians. Rathethey were chosen for their ability to communicate effectively with
participantsin terms of culture and language and their understanding of refugee is$hes.
conversation which took place malydrefore have been vastly different to workers who were
approaching theparticipantfrom a purely energy perspective.

Household Composition

The average age of participants was 38 years old. The range of participantagdsnom 17 to 87
years old The vast majority of people in the household were undey@érs of agewith more than
2,000 household membie being under 10 years of age.
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Figurel8illustratesthe age and household composition of the home visit participan

Figurel8- Age of household occupants

Age of household occupants
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partnered adults, with or without childrehe average household size was 4.6 peopladpaziling
which is #most double theaveragesize ofan Australian householdf 2.6 people.

Figurel9- Household composition

Household composition
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Income

Householdncome was below averag€ligibility for the project was aimed latw-income
householdswith the definition of low income as provided by tliepartmentspecifying:
1 household income is in the bottom two quintiles of the Australian population

1 householder is in receipt of an Australian Government Concession Card

1 household income is mainly derived from income support payments

The2013 ABS Householthcomeand Wealth Australia sethie household income ranges in the
bottom two quintiles(gross) as

1 Quintile 1 (lowest quintile): Less thad3ba week or 82,620per year

1 Quintile 2: #35to less than $22a week or a maximum o#$ ,944per year.

The income brackets provided in the project survey do not align with these quig#ed-igure0).
However, he majority of participant$62 per cen) recorded householthcome levels below $800
per week with some (1@er cen) reporting income levelbetween $800 and $999 peveek.A
number ofresponsesi0 per cen) reportedhousehold income levels above $999 per week
however all respondents were well below the averdgestralian household weekly income (gross)
of $2,063 Notably, there was a relatively high proportionrespondents (2 per cen) where the
participant was unwillingr unableto disclose their income.

Figure20- Household income

Gross Household Income
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Location

Figure21 - Bright Actions delivery areas
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As discussed in the methodologgction of this reportBright Actions was delivered in those

locations in Queensland where MDA settles refugees as péneafrefugee settlement service:

South East Queensland, Rockhampton, Biloela and Toowoomba. At the end of the project
(December 2015) the methodology was amended to expand the location of the service. As a result
of this change the project partnered wita refugee settlement service in Townsville (through the
Townsville Multicultural Support Group) to deliver the ho#isit service to their client$zigure22
illustrates the number of home assessments undertaken over the course of the project by region.
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Figure22 -Home assessments by area
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Housing typeand tenure

The majority of participanté90.3per cen) lived in rental accommodation. A small proportion (8.1
per cen) reported that they were home owners or paying a mortgagaheir home(see Figur@3).
Sixtytwo per cent ofrespondenswere living in a fresstanding house, 24.der cent in a unit and
12.9 per cent in a duplex or housing sharing an external wall with another property.

Figure23- Housing type
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The majority of participanteadbeen in Austalia for fewer than fiveyears.
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Figure24 - Length of time in Australia
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Country of origin

Participants came from a wide variety of ethnic backgrouidse Figur@5), with 20 countries
represented in the progranThe highest proportion of participants wefm Sudan (15.8er cen),

Burma/Myanmar (14.4er cen) and Afghanistan (142er cen).

Figure25 - Country of origin
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Therewere more than 40 first languages recordddeeFigure26), with the most common first
languages being Tamil (1(ér cent), Hazaragi (8.8 per cgnBomali (8.per cen) and Farsi (7.2

per cent).
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Figure26 - Most common languages spokesnd cultures representedby home visit
participants
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Education

Participants were asked about the highest level of education they had achiseeBigure27).
Fifteen per cenof participants had completed some form of TAFE or tertiary educatidatal of20
per centhad primary school qualificatiomhile 24per centhadno schooling.

Figure27 - Highest level of education completed
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The results differed when education levels were compared across cultural grougxafople,
education levels among patrticipants from an Iranian backgrdqaad Figur8) were reported to be
significantly higher than for people from the Hazaragi commuinizn Afghanistan (see Figugs).

The majority of participants originally from Iriladattendeduniversity(41 people or 3®er cen)

or high school (49 people or 4@&r cen), whereas onlyfive per cenf(sixpeople) had no schooling at
all. However, in the Hazargi community, jidr centof participants (73 people) reported having had

no schooling at all and 1er cent(27 people) had completed an English language course only. Only
one per cenbf participants fwo people) in the Hazargi community attended university.
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Figure28 - Highestlevel ofeducation inthe Iranian community
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Figure29 - Highest level of education in the Hazargi community

Employment

Overall, here was aighproportion 61 per cen) of unemployment or undeemploymentreported
amongst the participantslust over 250 peopler 15 per centresponded as being employed full
time. Figure30outlines the employment types indicated by home visit participants

Figure30 - Employment status of homwisit participants
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