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Background

City West Water has a long term commitment and 
engagement strategy with members of new and emerging 
communities within its service area. Over many years, a strong 
partnership has been established with a number of essential 
services and service providers and together this event allows 
us to identify emerging trends, such as culture  and language, 
within the western area of Melbourne.

As we are engaging with the same communities we have 
adopted a collaborative approach, where appropriate, for the 
delivery of key messages and this has been strengthened 
by on-going joint projects. Our initial partnerships were 
established with Victoria Police and Metropolitan  Fire Brigade 
(MFB) Multicultural  Liaison Officers working in the western 
suburbs. In early 2009 staff from City West Water, Victoria

Police and the MFB identified the opportunity to run an event 
that would celebrate Cultural Diversity Week - a Victorian 
Government initiative - and approached the Victorian 
Multicultural Commission for endorsement to run the event.  
The aim of the event was the partners could engage with 
adult members of our community from non-English speaking 
backgrounds.

The founding  partners have been joined by Parks, Fisheries 
Victoria, the Australian Federal Police (AFP), Ambulance 
Victoria- all like-minded organisations who share a vision of 
inclusion and education of our newest community members.

The approach was made to adult English as second language 
(ESL) service providers to participate in an event that allowed 
engagement with staff of essential services in a positive 
environment. The response from the ESL service providers was 
overwhelming.

A thousand students from diverse backgrounds studying at 
adult English as a second language  centres were invited  to 
come together to celebrate Cultural Diversity Week. The event 
has previously been held at the Melbourne  Zoo (2009) and 
the Werribee Open Range Zoo (2010-2016).

The events have been sponsored  by the Victorian 
Multicultural Commission ( VMC) as a Cultural Diversity Week 
event since its inception and has, over the years, received 
acknowledgement at the Premier’s Dinner in addition to the 
VMC magazine and other local media.  In 2015 AMES joined  
the supporting partners.
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A Day at the Zoo 2016 

In 2016 the lead organisation City West Water was joined by 
Victoria Police; Metropolitan Fire Brigade; Fisheries Victoria; 
Australian Federal Police; Parks Victoria and Ambulance 
Victoria in organising the 8th Annual Day at the Zoo.

The focus of the day was the opportunity for organisations to 
engage with students in an informal, non-threatening manner. 
Students received a card that was stamped  as they visited 
each organisation.

In 2012 it was agreed that there would be value in getting the 
students to complete a worksheet with the teachers prior to 
attending the zoo. Following on from the positive feedback 
from 2013, 2014 and 2015 the survey was again provided in 
2016.

 City West Water compiled the worksheet and organised the 
distribution and collection from the English language schools 
prior to the event.

Included in the worksheet was the option for students to 
complete their country of origin and spoken language. The 
completion  of the worksheet prior to the event gave the 
teachers an opportunity to build awareness of logos and the 
services delivered by each of the organisations.

There was an open conversation held with the teachers 
around the surveys as it was necessary to be transparent 
about where its outcomes were to be used and in what 
format. Completion of the survey was optional for all students 
to ensure there was no breach of the trust we were aiming to 
develop.
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The statistics

In 2016 926 adult ESL students attended A Day at the Zoo. 
The students came from the following  English as second 
language providers:

•   AMES Werribee, AMES Footscray, AMES St Albans;

•   Yarraville  Community Centre;

•  VU Werribee  VU Sunshine  VU Footscray;

•   Djerriwarrh Education Services;

•   Laverton Community Centre;

•   Williamstown Community Centre;

•   Wyndham Community and Education Centre.

815 students, 88%, completed the worksheet (87.0% in 2015 
compared  to 83.10% in 2014 and 81.68% in 2013). Feedback 
from teachers was that there was a higher level of students 
with very low level English skills who attended this year and 
the survey would have been out of their skill set.

It is important  to understand that in collating the information 
from these worksheets the feedback is shown  as it was 

received. For example, where a student completed the 
country of origin but did not complete their language spoken 
it was left blank. To ensure the integrity of the data no answers 
were assumed.

Attendees at the Day at the Zoo  2016 came from 66 countries 
compared to 70 countries in 2015,  70 countries in 2014, 68 
countries in 2013, and 58 countries in 2012.

In 2012 students identified 48 languages spoken. In 2013 
the languages question was not included but in 2014 79 
languages were represented, 2015 saw 72 languages and in 
2016 77 languages. Again in 2016 it was interesting to see the 
diversity of dialects identified. Anecdotally we believe that this 
is because of the growth in these communities of trust and 
feeling that they can truly identify themselves without any fear 
of repercussions.

This supports the anecdotal feedback from previous years 
regarding the diversity of the students. The compilation  of 
this data gives service providers the opportunity to gain a 
better understanding of the community that they service as 
it is often these students who are not reached by mainstream 
messaging.
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Afghanistan 12

Africa 4

Albania 2

Australia 5

Bangladesh 5

Bosnia 3

Brazil 1

Bulgaria 1

Burma 80

Burundi 2

Cambodia 2

Chile 2

China 59

Colombia 2

Congo 1

Czech Republic 1

Democratic Republic 
of the Congo 

10

East Timor 3

Egypt 2

El Salvador 5

Eritrea 33

Ethiopia 43

Greece 4

Guinea 1

Hong Kong 4

India 19

Indonesia 9

Iran 13

Iraq 12

Italy 2

Kenya 1

Korea 2

Laos 1

Lebanon 14

Liberia 1

Libya 1

Macedonia 7

Malta 1

Morrocco 1

Myanmar 85

New Caledonia 1

New Zealand 1

Pakistan 7

Palestine 1

Philippines 2

Portugal 2

Romania 3

Russia 5

Samoa 1

Serbia 5

Somalia 21

South Korea 2

South Sudan 26

Sri Lanka 7

Sudan 24

Syria 4

Taiwan 4

Tanzania 1

Thailand 39

Tibet 6

Tonga 2

Turkey 4

Venezuela 1

Vietnam 185

West Africa 1

Yugoslavia 1

Country of origin statistics 

812 of the 815 students who completed the survey (99.63% 
compared to  97.5% in 2015 98.2% in 2014, 81.68% in 2013, and 
79.36% in 2012) provided their country/region of origin. In total, 
students identified 66 countries/regions compared to 70 in 
2015, 70 in 2014, 68 in 2013 and 60 in 2012.

Other 27%

Somalia  3%

Sudan 3%
South Sudan 3%

Eritrea  4%

Thailand  5%

Ethiopia 5%

China 7%

Burma 10%

Myanmar 10%

Vietnam 23%
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Albanian 2

Amharic 22

Arabic 59

Bahasa 3

Bangla 1

Bari 1

Bengali 4

Bosnian 2

Bulgarian 1

Burmese 19

Cantonese 24

Chin 7

Chin Falam 5

Chinese 28

Congolese 1

Czech 1

Dari 6

Dinka 37

English 9

Farsi 6

French 5

Greek 4

Hakha Chin 28

Harari 1

Hindi 10

Indonesian 6

Italian 2

Kachin 9

Karen 87

Karenni 21

Khmer 2

Kirundi 1

Korean 4

Kurdish 5

Lao 2

Liberia 1

Macedonian 7

Madi 1

Malayalam 2

Mandarin 31

Mandigo 1

Mara 3

Marathi 1

Mindat 1

Mon 1

Myanmar 3

Oromo 12

Pashto 1

Persian 10

Po Karen 1

Porteguese 4

Poshto 1

Punjabi 2

Rakhine 1

Romanian 3

Russian 5

Samoan 2

Serbian 5

Serbocroatian 1

Sinhalese 4

Somali 24

Spanish 9

Swahili 8

Tagalog 2

Tamil 3

Tedim 1

Telugu 4

Thadou 2

Thai 11

Tibetan 6

Tigrinya 28

Tongan 2

Turkish 3

Urdu 6

Uyghur 1

Vietnamese 168

Zotung Chin 5

Languages/Dialects Spoken

812 of the 815 students who completed the survey (99.63.5% 
in 2016 compared to 97.5% 2015, 98.7% 2014, 70.84% in 2012) 
provided their language/dialect spoken.

In total, students identified 77 languages/dialects in 2016 
compared to 72 in 2015, 78 in 2014 and 48 in 2012. The 
numbers  of students are noted beside each language/dialect. 
The attached graph also shows the top 10 languages/dialects 
represented with the balance represented as other.

Other 37%

Cantonese 3%

Somali 3%
Tigrinya 3%

Hakha Chin  3%

Chinese  3%

Mandarin  4%

Dinka  5%

Arabic  7%

Karen  11%

Vietnamese  21%
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Student pre-event questionnaire 

The following  statistics are based on the correct percentage 
of total respondents for each question.

Do you know that you can call the interpreter to 
contact City West Water?

72% of respondents answered yes.

If you can’t pay your water bill would you contact 
City West Water, before the due date?

78% of respondents answered yes.

How does your household pay their City West Water Bill?
60% of the respondents pay at the Post Office
7% of the respondents pay by BPAY
9% of respondents pay by credit card
3% of respondents pay by Centrepay
3% of respondents pay by direct debit
18% of respondents selected other with notations 
no bill received or bill included in rent

Feedback from City West Water

A Day at the Zoo gives us the opportunity to build a 
relationship with the students. We deliver our English as a 
second language resource into these schools throughout 
the students’ 510 hours, and many of them identify with our 
staff. Feedback from the students is always about the fun day 
they had. These relationships  are vital as we deliver our key 
business messages not only to the students but also to build 
trust in contacting our organisation.

City West Water has a commitment to ensure that our 
customers who come from culturally and linguistically diverse 
backgrounds are able to  understand and access our services.  
We need to also aim to decrease the risk of these customers 
becoming financially vulnerable.
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As a working group it was decided to include a 
general question around calling triple zero 

85% of respondents correctly identified calling 
triple zero for Police, Ambulance and MFB 

In what situations would you call the police?

78% of respondents selected the answer – When you 
need police attendance for any criminal activity, for 
example, if someone is trying to hurt you or someone 
else or if see someone breaking into your car.

In 2016 students were asked to answer True or    
False to the following questions noted is the % who 
answered the question correctly  

You should call 000 and ask for police in an 
emergency situation?    85%
You should report a motor vehicle accident to police 
as soon as possible if somebody is injured? 86%
You should call 000 if you or somebody in your 
family has been assaulted by another family 
member? 85%

Feedback from Victoria Police

The well-attended  A Day at the Zoo with local adult students 
studying  English as a Second Language was a great success. It 
enables us to get across key messages about police, namely ‘We 
are there to help people and to keep them safe’ and ‘You can 
call us on 000 if you need our help’. It was so pleasing to meet 
and greet the students  from our area, because they are very 
receptive to meeting police in a non- confrontational setting.

One of the Victoria Police members shares a story that links to 
a previous Day at the Zoo.

“One day I attended an incident  where a female from an 
African background had been assaulted by her husband. Upon 
attending the family home the children were fearful of the 
presence of police officers in uniform. The mother’s English 
was limited but we became aware that the mother was 
showing the children a photo on her phone, the photo was of 
her dancing with a policeman.

“The mother used the photo to explain to the children not 
to be scared. I later became aware that the photo had in 
fact been taken at the Day at the Zoo with a member  of the 
proactive policing unit.

“This shows that engagement with members of new and 
emerging communities can take many forms but if it is a 
positive one the trust will remain.”
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How often do you test your smoke alarm?

74% of respondents correctly answered monthly. 

When do you replace the batteries in your smoke 
alarm?

54% of respondents correctly answered at the end 
of daylight saving.

The majority of the students who incorrectly 
answered this selected the start of daylight savings.

Feedback from the MFB

A Day at the Zoo not only links our organisation to ESL service 
providers, which in turn allows us to deliver presentations 
on home fire safety into the classrooms and build resilient 
communities; it also allows us to build trust with these 
communities and to enhance communication to benefit all in 
delivering our key home fire safety messages.

Engagement in many aspects of the MLO role can be 
contributed back to our involvement in this fantastic 
program. Having our crews meet people from many different 
communities face to face gives both students and crews a 
good grounding in what is involved and expected from both 
parties.

Once again this event showcases what can be achieved 
when all the service providers cohesively work together for 
a common  outcome. The day was a great success and well 
received by the different communities attending the day. All 
the service providers should be very proud of their efforts.
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Do you need to buy a Victorian Recreational 
FishingLicence if you want to go fishing?

There is no correct answer to this question. The 
answer depended on people’s circumstances.

82% of participants reported that they needed to 
buy a licence before going fishing.

18% either did not require licence or did not answer 
the question 

Feedback from Fisheries Victoria

A day at the Zoo is a not to be missed opportunity to engage 
with students from new and emerging communities about 
key Fisheries messages.  

Of great value is the worksheet compiled by us and 
completed by their teacher prior to the event. The class 
discussion around this information with Stories and scenarios 
aired in a non threatening but educative forum provides 
greater understanding of the concept of responsible fishing.  

The highlight is of course the big day when all the partners 
students and teachers come together.  The life sized cutout 
of the Fisheries officers were a great hit and constantly in 
use for photos.  They provided a lovely momento of the day 
and hopefully a reminder that Fisheries officers are friendly 
educators first and compliance officers second and are here to 
help us enjoy fishing responsibly.

11



City West Water   A Day at the Zoo 2016  Stakeholder Report

Feedback from Ambulance Victoria

The Day at the Zoo event provided AV with a wonderful 
opportunity to meet and engage with newly arrived 
Australians in the western suburbs. The day also allows us to 
make contact with group and community leaders to develop 
ongoing educational relationships and opportunities. 

The wider Victorian community currently has a strong focus 
on CPR and AED education so it was a great opportunity to 
display the AED and a mannequin for CPR awareness.  AV aims 
to build resilient well equipped communities and the day was 
a great platform to achieve this. 

The day was a wonderful success and Ambulance Victoria 
thanks City West Water and all the other service providers 
for their efforts in combining to achieve a strong consistent 
message.  

I would call for an ambulance if I or someone was: 
(True/False options)

Unconscious and you can’t wake them up – 89% of 
respondents selected true

Having chest pain – 87% of respondents selected 
true.

Bleeding heavily – 87% of respondents selected 
true.

When I call triple zero for an ambulance,  
a paramedic or sometimes the (fill in the blank)  
will come and help me.

50 % of the respondents nominated “Fire Brigade”. 
The majority of students who did not correctly 
answer this question responded “Police”.
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How many bird species can be found at Serendip 
Sanctuary and can you name three of these?

60% of respondents correctly answered the number 
of bird species and also named three

Are you able to feed any of the birds or animals?

71% of respondents correctly answered no.

When you visit Serendip Sanctuary you need to take 
your rubbish and recycling home with you. Are you 
allowed to take anything else (including feathers or 
egg shell) from the sanctuary.

58% of respondents correctly answered no.

Feedback from Parks Victoria

The Day at the Zoo event provided Parks Victoria with an 
excellent opportunity to promote the organisation – in 
particular our parks that are located in the western corridor 
between Melbourne and Geelong. These parks include 
Serendip Sanctuary, Werribee River Park, the You Yangs 
Regional Park and the Brisbane Ranges National Park.

We were fortunate to have a collection  of taxidermied 
animals on display on the day and these were a magnet for 
participants. “Kylie” the Koala was a huge hit and participants 
lined up in get their photos taken with “Kylie” and a Parks 
Victoria Ranger. This turned out to be a great exercise in both 
uniform recognition and education about native animals in 
the region and appropriate behaviours around these native 
animals.

Stickers, badges and activity books promoting the Parks 
Victoria Junior Ranger program also proved popular. We 
received excellent feedback from ESL teachers about what 
a great resource the Junior Ranger activity books were 
for teaching both English and environmental  values and 
awareness to their students.

Overall a fantastic day was had by all so a huge thanks to City 
West Water.
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What does the AFP protect Australia from?

57% of respondents named more than three of the 
AFP’s roles (including the new challenges the AFP 
faces include counter terrorism, human trafficking 
and sexual servitude, cyber-crime, peace operations, 
protection and other transnational crimes.)

What states and territories does the AFP operate in?

69% of respondents answered All States and 
Territories including NT, Christmas Island, Norfolk 
Island and Coca’s Islands.

Feedback from the AFP

The AFP is proud to support this event as it provides an 
opportunity to interact with newly arrived Australians in the 
community. The day was a great success with many English 
as a Second Language students attending and being able 
to interact with law enforcement and emergency service 
organisations in a non-confrontational  manner.

The students really seemed to enjoy having the opportunity 
to try on the tactical equipment provided by our AFP 
Operational  Safety Team.
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Comments Outcomes

80% of respondents in 2015 compared to 88.9% in 
2014 answered correctly that “you could call triple 
zero for Victoria Police, Ambulance Victoria and the 
Fire Brigade.”

Anecdotal feedback from teachers was that the classes 
engaged well in working as a group  to find the answers to 
the survey. 

The diversity of the attendees and the manner that they 
engaged with each other is always a positive outcome of  
the day.

Service providers found the day to be an effective way of 
engaging with the groups, even if the only request was to 
have a photo taken.

Teachers also advised that students identified the event as 
a fun day but also a fantastic learning opportunity – this 
goes with the aim behind the day being an informal non-
threatening opportunity to meet service providers who they 
may have been fearful of.

Feedback from schools

On behalf of our three sites in the west, I am writing  to say 
a big thank you to you and your team, as well as the other 
agencies involved, for the fabulous day at Werribee Open 
Range Zoo. Once again it was thoroughly enjoyed by all. It is a 
massive organisational effort and we do appreciate it.

A Day at the Zoo 2016 continued on from previous events 
and proved to be a great success. The engagement and the 
feedback provided from the schools highlight  the ongoing 
success of the event.

The strong relationship between the service providers and the 
English Language Schools continue to be the foundation of 
this event and in turn these relationships provide an ongoing 
link with new and emerging communities in the west.

The results of the survey were not only positive in the 
delivery of key messages but also provided an overview of 
the communities which we could only previously anecdotally 
discuss. This survey has also given us a baseline to work from.

The working group again demonstrates the benefit of 
government organisations working together to provide 
essential information  to groups left vulnerable by their lack 
of English skills. By working together we demonstrate to 
the students and the community that we are committed 
to ensuring they become part of an inclusive resilient 
community.

It is recommended  that the organisations commit to an 
event in 2017 and that the participating organisations provide 
feedback from this report that will form the basis of this event.
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