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This toolkit has been designed to support conversations and learning opportunities to broaden 
understanding of the many people we work with. The toolkit provides a foundation to explore 
diversity, inclusion, wellness and reablement through case studies for organisations providing 
Commonwealth Home Support Programme (CHSP).

The toolkit aims to support you, as service providers to: 

•	 Understand various guidelines and best practice principles that are central to the CHSP in the 
context of the person being supported

•	 Draw upon the resources and discussion points to consider innovation and inclusive service 
principles in relation to diversity, wellness and reablement

•	 Utilise the case studies and discussion cards at in-house professional development opportunities 
to	discuss	and	learn	from	specific	scenarios	

•	 Strengthen consumer-centred care and consumer participation practice
•	 Further	develop	the	knowledge	and	skills	to	enhance	staff	practice
•	 Work together to gain insight into consumer work that is not straightforward
•	 Discuss examples of best practice
•	 Learn about a diverse range of client issues
•	 Incorporate case studies and questions within recruitment and induction processes.

How to use the toolkit
The toolkit has been designed for use in small or larger group settings and includes three main 
components:

•	 A collection of 16 case studies
•	 A series of 21 cards with questions to support exploration of key topics
•	 Facilitation guides have been developed to accompany each card that provide additional 

questions, suggested points to cover in the discussion and additional resources. As resources 
listed can become outdated, it is suggested that you access the Grampians Region Sector 
Development Team website (https://csdgrampians.org.au/short-clips-and-videos) to check for 
updated and/or additional resources.

The case studies have been designed to cover a range of scenarios and service types relevant to 
Diversity and Wellness. Each case study has a series of symbols included to indicate their relevance 
to service types and provide a quick reference as to which case study would be relevant to explore 
based on your context.

The service types are:

Allied health

Social support 
group Delivered meals Property 

maintenance

Nursing Home based services including domestic assistance, 
personal care and social support individual

Welcome

Welcome to ‘Exploring Diversity & Wellness’

https://csdgrampians.org.au/short-clips-and-videos
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The cards explore a range of topics including:

•	 Diversity
•	 Intersectionality
•	 Wellness and Reablement
•	 Aged Care Quality Standards
•	 Culturally Safe Support - Working with Elders
•	 Dementia Support
•	 LGBTI
•	 Culturally Safe Support
•	 Care Leavers
•	 Homelessness or Risk of Homelessness
•	 Risk Management
•	 Feedback and Complaints.
A matrix accompanies the toolkit, this will assist you to select the case study and card that best suits 
the topic you choose to explore. For example, the matrix indicates that the case studies Joy and 
Wayne are suitable if you choose to explore the topic of providing culturally safe support - working 
with Elders. Joy’s case study will also support discussion around diversity, intersectionality, dementia 
support, wellness and reablement, the Aged Care Quality Standards and risk management. 

Each card has been designed to support approximately 30 minutes of conversation. You may choose 
to	explore	only	one	topic	at	a	time	with	each	case	study,	or	more.	Factors	that	might	influence	this	
decision, include the size of your group, how long you have allocated to the session, how deep you 
want to explore the topic, the level of knowledge participants already have on the topic and the 
learning outcomes you want to achieve.

For the following topics, the preferred approach is to watch the short video suggested in the 
facilitators guide to compliment the case study: 

•	 Intersectionality
•	 Care Leavers (Forgotten Australians)
•	 LGBTI. 

The	'Exploring	Diversity	&	Wellness	-	A	Toolkit	for	Reflective	Conversations	is	available	
in electronic format. Organisations may wish to utilise the electronic version to conduct 
conversations	with	staff.

The toolkit is located at: https://csdgrampians.org.au/exploring-diversity-and-wellness/

There are a number of case studies which have short animated clips available via the QR 
codes located on the relevant case study cards or the below links:

•	 Fay https://csdgrampians.org.au/fay
•	 Gemma  https://csdgrampians.org.au/gemma 
•	 Giovani  https://csdgrampians.org.au/giovani 
•	 Joseph https://csdgrampians.org.au/joseph
•	 Joy  https://csdgrampians.org.au/joy

https://csdgrampians.org.au/exploring-diversity-and-wellness/
https://csdgrampians.org.au/fay
https://csdgrampians.org.au/gemma
https://csdgrampians.org.au/giovani
https://csdgrampians.org.au/joseph
https://csdgrampians.org.au/joy
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Tips for running a successful session
•	 Plan in advance - consider the learning outcomes you want to achieve, topic content, learning 

styles	and	specific	needs	of	participants

•	 Create a safe environment for participants

•	 Set up some ground rules such as:

 – Give each other space to talk - one person will not dominate the discussion

 – Respect each other’s ideas and skills without judgement

 – Acknowledge and value each other’s experience and qualities

 – Any	issues	of	conflict	or	debate	between	participants	will	be	dealt	with	in	the	session	or	if	
needed followed up by the facilitator immediately after the session

 – Any	identified	follow	up	actions	will	be	the	responsibility	of	the	facilitator	

•	 Affirm	people	when	they	speak.	Don’t	put	down	or	dismiss	comments	or	questions

•	 Use	participants	first	names	to	encourage	non-talkers	to	participate	in	your	discussion.	Never	
force participation, which would create an unsafe environment

•	 Stimulate further discussion by responding non-verbally, verbally or both to contributions. You can 
acknowledge the contribution, e.g. thanks Maria/Mario, or respond to the content

•	 Differentiate	between	incorrect	facts	and	differences	of	opinion

•	 Use your judgement regarding whether it is essential to correct misconceptions. When someone 
answers incorrectly, try asking other group members what they think. Consider speaking to the 
incorrect responder outside the group

•	 When	the	discussion	goes	off	on	a	tangent,	acknowledge	the	new	topic's	importance	and	decide	
whether to follow the tangent or whether to return to the set topic. The tangent can always be 
followed up later by suggesting it is “parked’ i.e. recorded for future consideration

•	 Use silence constructively. Allow time after asking a question and tolerate silence as group 
members consider their response

•	 Ask direct questions to quieter members of the group on topics you know they have expertise

•	 Ask open questions that require more than a yes / no answer

•	 When you have a member who dominates the conversation, target questions to other members by 
name, or say, “let’s hear from someone on this side of the room” and use a gesture pointing away 
from the dominant person 

•	 Ask group members how they will apply their learning in their work. 
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Communication
Communication, both non-verbal and verbal, is key to a successful session.

When facilitating a group session, keep in mind:

Your own non-verbal communication	and	likely	effect	on	the	group	-	conscious	use	of	your	own	
body language can help you steer the session e.g. nodding encouragement, shifting eye contact away 
from	dominant	members	towards	those	who	find	it	harder	to	speak,	making	a	supportive	gesture	
towards a speaker, modelling that it is OK to laugh.

Non-verbal messages from individual group members and what these may mean. Be prepared to 
address issues raised by non-verbal behaviour e.g. “It looks like some people are uncomfortable with 
what is being said”. Non-verbal cues may also indicate the need to follow up a group member later.

Physical environment, seating and resources	set	the	scene	regarding	relative	influence,	ownership	
of	resources,	confidence	and	comfort.	Observe	how	the	physical	environment	influences	the	session	
and be prepared to change it where possible, to achieve the supervision outcomes you want.

Effective use of questions 

Although	the	cards	and	facilitator	guides	provide	a	series	of	questions,	you	may	find	that	
discussion takes you in a new direction or causes you to think about how the topic is relevant to 
your organisation. You may choose to add your own relevant questions into the mix. A variety of 
questions can be used to initiate exploration of the topic and engage group members. 

a) Launching Questions
These questions are intended to get discussion started, focusing the group members' attention 
on a certain topic. They should be open-ended, engaging and allow group members to share their 
experience.

Example: 

•	 How has consumer direction changed your work role?
•	 When	you	negotiate	with	clients	and	their	preferences,	how	does	it	affect	your	experience	of	the	job?

b) Factual Questions
These questions seek to clarify facts. They often don't generate a lot of discussion, so they need to be 
used sparingly when agreement of facts is a step towards further discussion.

Example: 

•	 What is our policy on accepting gifts?

c) Interpretation questions
These questions ask "How?", "Why?", or "What do you think?". They require group members to 
integrate observations and ideas, using their own experiences and perspectives. These questions are 
about understanding rather than doing.

Example:

•	 What message do you think the consumer could be giving us when they turn away and do not want 
to talk to us?
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d) Application questions
These questions help group members take what they've learned and apply it to their work. 

Example:

•	 What will you change in your approach to....…?

e) Leading questions
These questions seek to summarise and clarify in order to keep the discussion focused. You can also 
use	these	questions	to	refocus	the	group	when	the	discussion	has	gone	off	on	a	tangent.

Example:

•	 Are we saying that … ?
•	 Do we agree that … ?
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"This toolkit has been designed 
to support conversations 
and learning opportunities to 
broaden understanding of the 
many people we work with."
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Cards, service type 
and case studies matrix
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1 Diversity

2 Intersectionality

3 Wellness and Reablement 1

4 Wellness and Reablement 2

5 Wellness and Reablement 3

6 Wellness and Reablement 4

7 Aged Care Quality Standards 1

8 Aged Care Quality Standards 2

9 Aged Care Quality Standards 3

10 Culturally Safe Support - 
Working with Elders 1

11 Culturally Safe Support - 
Working with Elders 2

12 Dementia Support 1

13 Dementia Support 2

14 LGBTI 1

15 LGBTI 2

16 Culturally Safe Support 1

17 Culturally Safe Support 2

18 Care Leavers

19 Homelessness

20 Risk Management

21 Feedback and Complaints

Service Type
Allied health

Nursing

Domestic assistance, personal care, 
social support individual

Social support group

Delivered meals

Property maintenance

Allied health

Social support 
group Delivered meals Property 

maintenance

Nursing Home based services including domestic assistance, 
personal care and social support individual.

 Very suitable case   
     study for this topic




