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This paper provides a critical exploration of inclusive service delivery approaches such as person centered care, which, similarly to the social inclusion concept, have the potential to subsume the specific focus on the needs of multicultural communities. Central to the paper will be the work on beyond cultural competence, which critically examines the limitations of cultural frameworks as related to ethnicity, for effective service delivery and questions much of the frame of reference for multicultural work.
This paper is based on a research project at two children’s hospitals in Sydney during 2005-2007. It specifically deals with one of the key recommendations of the research: the need to embed cultural diversity approaches into core business.
The diverse cultural backgrounds of patients in children’s hospitals present significant challenges for staff in developing effective communication and collaborative relationships. Working across cultures requires practitioners to reflect on their own cultural influences; demonstrate empathy, respect and an open mind for the needs of all people; and continuously develop new insights and interaction skills in clinical encounters. 

Research undertaken sought the perspectives of a wide cross section of senior and front line staff – seventeen managers and over thirty health professionals – as well as families from culturally and linguistically diverse backgrounds, each having a child with a chronic/disabling illness. The focus of the research was on the interaction between staff and patients/families. 

While many staff negotiated cultural differences well, the research revealed that constraints in their ability to meet the needs of families were often related to broader systemic factors. In particular, misunderstandings related to communication, cultural differences, signage, interpreter-use and family dynamics were highlighted. Hence, the need to explore ways of interacting that take into consideration a diversity of factors, as revealed by the family, and lead to appropriate responses in service delivery.  The challenge is posed to the multicultural sector to continuously engage on a path of questioning cultural paradigms.

