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150 word abstract

The Communication Resource Centre has worked with the retailers and services at Centro Box Hill Shopping Centre for 4 years. The aim was to support positive and successful interactions between retailers/services and their customers with communication difficulties.

We will discuss the importance of involving people with communication difficulties in the project, including the administration of surveys, informal training of retailers, photo/promotional shoots, user testing and distribution of information.

Four surveys were completed in our ongoing evaluation of the project. We also collected personal stories and anecdotes. This information provided us with information to guide our recommendations for sustaining this project for the future. The final survey and our collection stories enabled us to evaluate the change in retailers’ awareness, knowledge, attitude and skills over the four years. The final survey showed that 42% of retailers surveyed used the communication boards regularly (once a month) with customers. 
500 word paper

Community capacity building (CCB) facilitates access and participation in activities by all members of the community. 
The Communication Resource Centre – a service of Scope (Vic) Ltd., in partnership with Centro Box Hill and with some funding from City of Whitehorse Small Community Grants evaluated the everyday communication challenges faced by retailers and customers at Centro Box Hill. Centro Box Hill consists of a large multi-storey shopping centre incorporating Connex Box Hill train station and Box Hill Bus Transit station. The predominant languages spoken and written are English and Mandarin

Service specific communication aids and a generic communication aids were developed and then distributed to over 100 shops and services. A Guide about good communication practices was also developed and distributed. Aids and resources were translated into languages such as Mandarin, Korean, Arabic and Japanese. Services were also encouraged to continue using good communication strategies such as pointing to pictures and objects and writing information down. 

Throughout the project, Centro Box Hill took the responsibility of raising public awareness about good communication strategies through advertising and promotion. Centro Box Hill uses a visually striking logo and the slogan “Good Communication is Good Business” on signage and plasma screens throughout the complex to maintain awareness. Further partnerships were also developed, including the Eastern Region Communication Service and MetroAccess -City of Whitehorse. They are also members of a steering committee.
Consumer participation and consultation have been a priority. We have employed some people with complex communication needs to user test the Guide. Other people with complex communication needs and their support staff were volunteers. They completed surveys, informal training of retailers, photo/promotional shoots and distribution of information. Volunteers received gifts, which were donated by Centro.

Four surveys were completed throughout the four year project. We also collected personal stories and anecdotes. This information provided us with information about the changes is the retailers’ awareness, knowledge, attitude and skills. The final survey showed us an exciting result, where 42% of retailers surveyed used the communication boards regularly (once a month) with customers. 

CRC has now completed its involvement with project, however through experience, we know that the work is never done! Centro has electronic copies of the resources so that they can provide the retailers with additional communication aids and Guides in the future. The steering committee has made recommendations to Centro for long term sustainability. These include; the completion of an audit twice per year to ensure stores and services still have their aids and resources available and continuing to promote the project as part of it’s usual promotional/information sharing strategies. Centro will also be able to use the resources that have been developed to implement the “Good Communication is Good Business” approach in their other Box Hill Shopping Centre.

CCB – is a set of values and principles, including the involvement and participation of community members, sharing resources, skills and knowledge and sharing visions. It is an approach to development that builds independence.

