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Card 1
Diversity



1. What do we mean by ‘diversity’?

2. What are examples of diversity amongst the consumers you work with?

3. What is the diversity with the consumer in this case study?

4. In what ways does this case study demonstrate how the diversities of the consumer were 
met/could be met during service delivery?

5. What is your organisation currently doing well and what could be done better in supporting 
consumers with diverse needs? 

6. How do we ensure we meet the needs of all consumers?

7. How representative are the consumers in your service of the wider community? What makes 
you say this? 

8. What	could	your	organisation	do	to	make	your	services	more	appealing	to	different	
community groups?

Card 1: Diversity



Card 2
Intersectionality



1. What do we mean by ‘intersectionality’?

2. What are examples of intersectionality in the consumers you work with?

3. What is the intersectionality with the consumer in this case study?

4. Using the Wheel of Power/Privilege, what power/privilege and marginalisations does this case 
study represent?

5. What impact can our power/privilege have on a consumer?

6. How does applying an intersectional lens help us?

7. In what ways does your organisation apply an intersectional lens?

8. How could your organisation improve how it addresses the intersectionality and diversity of 
consumers?

Card 2: Intersectionality



Card 3
Wellness and 
Reablement 1



1. What do you think is important to the consumer in this case study?

2. What do you think is important to the provider?

3. How does this case study demonstrate how both the consumer and the provider have achieved 
or can achieve what is important to them?

4. The Aged Care Standard One: Consumer Dignity and Choice details that we need to respect a 
person’s choices. List elements of this story that demonstrate this.

5. Think about a consumer who has been enabled within your service to exercise choice. What 
supported the consumer to be a decision-maker and to communicate their choices? 

6. What	other	benefits	does	this	consumer	receive	due	to	the	way	this	service	had/could	be	
designed with them?

7. What other options may be available to this consumer?

8. What systems do you have in place to prompt a care plan review? 

Card 3: 
Wellness and Reablement 1



Card 4
Wellness and 
Reablement 2



1. What wellness and reablement approaches does this case study demonstrate? 

2. What was important to the consumer?

3. How	did	the	approach	benefit	the	consumer?	

4. What	are	the	benefits	for	staff	and	your	organisation	in	implementing	a	wellness	and	
reablement approach?

5. What are key messages you took from the story? 

6. What does this story prompt you to consider regarding the way you identify, monitor and 
measure client outcomes? 

7. How can you best communicate wellness and reablement to a consumer?

8. With	this	new	found	improvement	in	the	consumer’s	life,	what	potential	risks	and	benefits	
may follow?

Card 4: 
Wellness and Reablement 2



Card 5
Wellness and 
Reablement 3



1. What did the consumer identify as important to them?

2. What was a key message you took from the story? 

3. How did/could the approach impact this consumer? 

4. What	are	the	benefits	of	a	wellness	and	reablement	approach?

5. How does your service demonstrate it understands, responds to and is sensitive to consumers 
preferences?

6. What opportunities can you identify to potentially build the consumer’s independence further? 

7. How did/might the organisation approach the need to mitigate risk to the consumer, the workforce 
and others, while supporting the consumer’s preferences? 

8. What	opportunities	exist	for	you	to	reflect	on	and	strengthen	your	practice	and	approach	with	clients?	

Card 5: 
Wellness and Reablement 3



Card 6
Wellness and 
Reablement 4



1. What wellness and reablement elements does this case study demonstrate? 

2. What goals might the consumer identify?

3. How do your current assessment practices allow a consumer’s background, strengths and real 
interests	to	be	identified?	

4. What	different	strategies	do	you	use	to	encourage	consumers	to	express	preferences	and	choices?	

5. What	are	the	benefits	for	families	and	carers	with	a	wellness	and	reablement	approach?

6. What might a review process with the consumer in this case study involve? 

7. Every conversation is an opportunity to motivate your consumers to engage with wellness and 
reablement. What could you say to support the consumer in this case study to stay motivated? 

8. What are some examples of consumers you have worked with where you have taken a wellness 
and reablement approach?

Card 6: 
Wellness and Reablement 4



Card 7
Aged Care Quality 
Standards 1



1. How does your organisation communicate information to consumers with low literacy levels, 
sensory or hearing impairments, language barriers or poor cognition? 

2. How do you ensure this consumer is treated with dignity and respect?

3. How can you best support this consumer to be a partner in planning and reviewing their supports?

4. What systems and processes does your organisation use to support a consumer centred 
assessment of the needs, goals and preferences? 

5. How does your organisation know when to respond to the changing needs of a consumer?

6. The consumer may tell you some very sensitive and personal information. What policies and 
procedures	does	your	organisation	have	in	place	to	ensure	effective	information	management?

7. What procedures are in place in your organisation for consumers to report disrespectful care or 
discrimination in how their care and services are delivered? 

8. How do you promote this consumer’s emotional, spiritual and psychological wellbeing?

Card 7: 
Aged Care Quality Standards 1



Card 8
Aged Care Quality 
Standards 2



1. How does this story demonstrate ‘dignity of risk’?

2. The	consumer	may	disclose	concerns	with	staff	that	result	in	positive	outcomes.	What	strategies	
do you use to encourage consumers to express preferences and make choices? 

3. The consumer is at risk of returning to being socially isolated. Can you identify other organisations, 
individuals,	or	service	providers	that	they	might	benefit	from	to	gain	further	support	towards	
meeting their needs and goals? 

4. How	does	your	workplace	support	staff	to	recognise	and	engage	with	consumers	who	are	at	risk	
of physical decline, being socially isolated, or feeling lonely? 

5. How	do	you	ensure	this	consumer	gets	safe	and	effective	services	and	supports	for	daily	living	that	
meets their needs, goals and preferences, and optimise their independence, health, wellbeing and 
quality of life?

6. How can you best support the consumer to be a partner in planning and reviewing their supports?

7. How	does	your	organisation	monitor	how	effective	the	care	plan	is	in	meeting	the	consumer’s	goals?

Card 8: 
Aged Care Quality Standards 2



Card 9
Aged Care Quality 
Standards 3



1. What	specific	diverse	needs	does	this	consumer	have?

2. How would this consumer know that your organisation is inclusive and would support them to 
express their culture, diversity and identity if they wanted? 

3. How might this consumer get personal care and/or clinical care that is safe and aligns with their 
goals and preferences? 

4. How does your organisation understand, value and support this consumer's emotional, spiritual 
and psychological wellbeing? 

5. How	does	your	organisation	measure	how	safe	and	effective	their	services	and	supports	are	in	
improving a consumer’s independence, health, wellbeing and quality of life? 

6. How would your organisation provide a safe and comfortable service environment for this 
consumer that promotes independence, function and enjoyment?

7. What	policies	and	procedures	does	your	organisation	have	in	place	to	ensure	effective	
information management? 

8. What	systems	and	practices	does	your	organisation	have	in	place	to	effectively	identify	and	
respond to abuse and neglect of consumers?

Card 9: 
Aged Care Quality Standards 3



Card 10
Culturally Safe 
Support - Working 
with Elders 1



1. As an Aboriginal Elder, what may this consumer have experienced in their life?

2. How	might	this	influence	the	way	that	this	consumer	experiences	receiving	services?

3. What factors would the team have taken into consideration when setting up this consumer’s care plan? 

4. What strategies can be considered to best support this consumer?

5. How does your organisation positively support Aboriginal Elders to access your services? 

6. What improvements could be made? 

7. Think about a consumer who has been enabled within your service to participate in culturally safe 
activities whilst undertaking a program. What supported their access? 

8. How	might	staff	be	supported	to	understand	trauma	response,	grief	and	loss	cultural	safety	and	
cultural needs and preferences for consumers accessing your services?

Card 10: Culturally Safe Support 
- Working with Elders 1



Card 11
Culturally Safe 
Support - Working 
with Elders 2



Card 11: Culturally Safe Support 
- Working with Elders 2

1. What is important to this consumer?

2. What cultural and/or diversity needs should the provider recognise and consider in this case study?

3. How	well	do	you	think	staff	understand	trauma	response,	grief	and	loss,	cultural	safety	and	
cultural needs and preferences for consumers accessing your services? 

4. If this consumer had experienced trauma, what might this look like?

5. How does your service identify who is best to talk with the consumer about what they want? 

6. Who could you include as a trusted support or contact person for this consumer? 

7. How does/might your organisation partner with Aboriginal or Torres Strait Islander and/or 
mainstream organisations? 

8. How could you assist the Elder in this case study (and any other Elder) to make informed choices?



Card 12
Dementia  
Support 1



1. What	specific	strategies	are	used	to	engage	with	consumers	living	with	dementia	in	your	service?	

2. How	are	staff	supported	to	work	with	consumers	with	dementia?

3. Where would you look for expert advice concerning the needs of consumers living with dementia 
and the needs of their carers? 

4. What factors would the team take into consideration when conducting the consumer's service 
specific	assessment	and	setting	up	the	care	plan?	

5. How	does	your	workplace	support	staff	to	recognise	and	engage	with	consumers	who	are	at	risk	
of physical decline, being socially isolated, or feeling lonely? 

6. What might be some of the factors you may wish to monitor whilst working with this consumer?

7. How might you approach a conversation with this consumer about their dementia?

8. How	would	you	approach	this	conversation	differently	for	an	Elder	or	someone	from	a	culturally	
and linguistically diverse background?

Card 12: Dementia Support 1



Card 13
Dementia  
Support 2



1. What is important to this consumer? 

2. How could the provider support this consumer? 

3. How does your service environment and promotional material indicate awareness and sensitivity 
to those living with dementia? 

4. How	would	you	find	out	the	background,	strengths	and	real	interests	of	the	consumer	in	this	
case study? 

5. Where would you look for expert advice concerning the needs of people living with dementia and 
the needs of their carers? 

6. What factors would the team take into consideration when reviewing this consumer’s care plan? 

7. What	specific	strategies	does	your	organisation	use	to	engage	with	people	living	with	dementia?	

8. How does your organisation present a safe environment for those living with dementia?

Card 13: Dementia Support 2



Card 14
LGBTI 1



1. What is important to this consumer?

2. What are the main issues that need addressing for this consumer? 

3. If this consumer came to your organisation, how does your service environment and promotional 
material indicate awareness and sensitivity to those identifying as LGBTI?

4. How can a consumer and/or carer provide feedback to your organisation relating to discrimination?

5. How do you ensure consumers are treated with dignity and respect?

6. Do forms and information you collect use inclusive and gender-neutral language, and provide 
options that allow people to share their identity and their health and support needs? For example, 
pronouns, sexuality and gender identity/expression

7. What was a key message you took from the story?

8. How does your organisation manage when a consumer may request that some of their information 
is	not	shared	with	all	staff?	For	example,	that	they	are	transgender/gender	diverse

Card 14: LGBTI 1



Card 15
LGBTI 2



1. What does the acronym LGBTI mean? 

2. What experiences might older LGBTI consumers have faced across their lifetime?

3. How may these experiences impact the way this consumer accesses and receives services?

4. What is important to the consumer in this case study?

5. Why might they be sensitive about what they disclose and share with you and your organisation?

6. How does your organisation demonstrate inclusivity of consumers who identify as LGBTI?

7. What organisations or services can you identify in your community that are safe places for 
members of the LGBTI community?

Card 15: LGBTI 2



Card 16
Culturally Safe 
Support 1



1. In what ways were culture and diversity valued in this case study?

2. What might be some of the challenges faced by consumers from culturally and linguistically 
diverse backgrounds when accessing and engaging supports and services?

3. How	might	access	challenges	influence	the	way	that	this	consumer	experiences	receiving	
services?

4. What factors would the team have taken into consideration when setting up this consumer’s 
care plan? 

5. What strategies can be considered to best support this consumer’s cultural needs?

6. How does/could your organisation positively support consumers from culturally and 
linguistically diverse backgrounds to access your services? 

7. What improvements could be made at your organisation? 

8. Think about a consumer who has culturally diverse needs that has been well supported by your 
organisation. What supported their access? 

Card 16: 
Culturally Safe Support 1



Card 17
Culturally Safe 
Support 2



1. What is important to the consumer in this case study?

2. What culturally safe activities occurred/could be relevant in this case study? 

3. What can you and your organisation do to be more culturally inclusive?

4. What barriers are real (they do exist) and what barriers are perceived (we don’t think they exist, 
but the community does)? 

5. What	might	be	some	of	the	barriers	we	create	for	consumers	when	we	first	engage	with	them?	

6. What examples can you share of ways you accommodate a consumer’s unique diverse 
characteristics? 

7. How does your organisation partner with culturally diverse organisations? 

8. What is your organisation currently doing well and what could be done better in supporting 
consumers with diverse needs? 

Card 17: 
Culturally Safe Support 2



Card 18
Care Leavers



1. What do we mean by the words ‘care leavers’?

2. What might be the experiences of people who were care leavers?

3. What might be the ongoing impact for care leavers?

4. What strategies can you use to minimise barriers for care leavers accessing support?

5. What	specifically	might	you	do	to	support	the	consumer	in	this	case	study?

6. How might ‘trauma informed care’ guide the way you might work with this consumer?

7. What other organisations or disciplines may be useful to connect with to best support this 
consumer?

8. How	might	you	find	out	more	information	so	you	can	be	more	aware	of	the	needs	of	care	leavers?

Card 18: Care Leavers



Card 19
Homelessness or 
Risk of Homelessness



1. What is important to the consumer in this case study?

2. What challenges and risks do you identify for the consumer in this case study?

3. What do we mean by ‘homelessness’?

4. What are some of the factors that can lead to homelessness?

5. Which groups of older people are more at risk of experiencing homelessness? 

6. How might you support the consumer to disclose and talk about their risk of homelessness?

7. How may the consumer react if you ask sensitive questions?

8. How might you support the consumer in this case study to reduce their risk of homelessness?

Card 19: Homelessness or 
Risk of Homelessness



Card 20
Risk Management



1. What is important to this consumer?

2. What is acceptable risk in this case study? 

3. How does this story demonstrate ‘dignity of risk’?

4. What might be unacceptable risk in this case study?

5. How	does	your	workplace	support	staff	to	recognise	and	engage	with	consumers	who	are	
at risk of physical decline, being socially isolated, or feeling lonely? 

6. How	does	the	organisation	review	risks	that	have	been	identified?

7. How does your organisation use risk mitigation to inform future risk management 
approaches and to improve outcomes for consumers? 

8. Describe	a	time	when	a	consumer’s	choices	or	preferences	conflicted	with	your	
professional judgement

Card 20: Risk Management



Card 21
Feedback and 
Complaints



1. How would this consumer be encouraged and supported to give feedback and make complaints 
in your organisation?

2. How would this consumer know where to go and how to provide feedback? 

3. How does your organisation support diverse and vulnerable groups to give feedback and make 
complaints about their care and services? 

4. Do	the	complaints	your	organisation	receives	reflect	the	diversity	of	consumers	using	the	service?	

5. What	are	the	benefits	of	having	a	clear	and	accessible	complaints	system?

6. How does this consumer know what action has been taken?

7. How does your organisation track complaints and compliments and learn from these?

8. How	does	you	organisation	regularly	seek	feedback	from	consumers,	carers	and	staff?

Card 21: 
Feedback and Complaints




