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1   Purpose 

1.1 Specialist Community Services (SCS) adopts a trauma informed approach to practice 
that acknowledges the importance of creating an environment service users feel safe 
and respected and their dignity upheld, so that they are able to create connections 
with others and experience a sense of belonging. 

1.2 The purpose of this policy is to explain SCS’s approach to diversity and inclusion and 
how we support and embed these principles with service users in the services 
environment. 

2 Scope 

2.1 This policy applies to all staff and volunteers working in the following SCS sites; 

• Mental Health Service (MHS) 

• Homelessness Services (HLS) 

• Housing Plus (HGP) 

2.2 This policy needs to be read in conjunction with other SCS and St Vincent de Paul 
Society WA (SVdPWA) policies and procedures that support our commitment to 
valuing diversity and promoting inclusion for the people we support, as well as our 
staff and volunteers.  These include; 

• SVDPWA-PP-1112 Diversity, Equity and Inclusion Policy 

• SCS-PP-4023 Gender and Sexuality Policy 

• SCS-PP-4024 Service User Participation Policy 

• SCS-PP-4016 Disability Access and Inclusion Policy 

• SVdPWA Reconciliation Action Plan 

 

3 Policy principles 

Diversity: 

3.1 Refers to the visible and invisible differences that exist between people including (but 
not limited to) disability, sexual orientation, gender and sexual diversity, age, race, 
religion, ethnicity, culture, physical impairment and, relationship and parental status.  
Diversity also recognises that people bring different educational backgrounds, life and 
work experiences, all of which shape who they are and how they experience our 
services. 

Inclusion: 

3.2 Inclusion means people from different lifestyles and backgrounds feel welcomed, 
respected, and valued, have fair access to opportunities and support, and are able to 
share their views and strengths to contribute to the design and delivery of the service. 

3.3 SCS has a zero tolerance to discrimination, harassment and bullying. Staff and 
volunteers are expected to model Vinnies Values in all aspects of their work with 
service users and their peers.  This is considered part of trauma informed practice 
and contributes to the therapeutic milieu at each site. 

3.4 Within SCS Services, diversity and inclusion is an ongoing journey. We’re committed 
to regularly reviewing how we design our services to meet the needs of a diverse 
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group of people, and to continually improve how well we support them.  

3.5 SCS practice frameworks have been adopted purposefully to reflect the commitment 
to inclusive practice and removing barriers to access.  They are; 

• Person Centred Practice 

• Low Threshold and Change and Low Barrier Models  

• Trauma Informed Practice 

• Supportive Landlord Approach (to be developed) 

• PULSAR Model (to be developed) 

3.6 SCS integrates Vinnies Values throughout the service to support inclusivity in service 
delivery environments, in particular; 

• Respect – being non-judgemental and open to the views (and differences) of 
service users  

• Compassion – being aware of responding to the (unique) needs of service users  

• Empathy – being sensitive and understanding where we can with service users  

• Courage – leading by example and role modelling inclusive behaviours with 
service users and alongside our service and sector peers. 

3.7 SCS adopts a trauma informed approach to ensure that service environments 
contribute to feelings of safety, and respect, thereby enabling service users to foster 
their individual wellbeing so they can create connections, actively participate and 
engage. 

3.8 SCS is aware that the cohort of individuals it offers service to has been and is still at 
times marginalised in the communities they live in.  SCS is committed to providing 
service user with an alternative experience that supports the belief that connection 
and inclusion is possible. 

3.9 SCS recognises that the culture at service sites is influenced by the conduct and 
behaviour of its staff, specifically how they interact with each other, service users and 
other key stakeholders. 

3.10 We will continue to value, promote, and build awareness of diversity and 
inclusion across our services to help people better understand each other and 
encourage respectful behaviour among all service users. 

3.11 Expectations and standards for conduct of staff are communicated in the 
SVdPWA and SCS Codes of Conduct and, relevant policy and procedures, as well 
as the Vinnies Values. 

3.12 SCS ensures staff receive relevant professional development opportunities to 
broaden their knowledge and skills and, enrich their practice when working with 
diverse cohorts, always with a person centred foundation. 

3.13 SCS is committed to taking all reasonable steps to ensure services are as accessible 
as possible to people from all diverse groups and abilities, within the scope of service 
and service resource. 

3.14 SCS acknowledges that managing diversity in shared and communal environments 
can produce tensions.  Where conflict arises, staff will ensure that differences are 
respected equally and, will take the following approach: 

•  focussing on the best interests of all   service users; 

• Actively listen with empathy, ensuring all service users feel valued and respected, 
regardless of whether staff agree with their beliefs; 

• Where appropriate and possible, facilitate open and respectful discussions, 
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seeking to find resolution; 

• Role model clear and respectful language, assisting with communication where 
possible e.g., clarifying, inviting reflection and paraphrasing to avoid 
misunderstandings 

• Using de-escalation strategies when needed, if a situation becomes emotionally 
charged; 

 

3.15 Where it is identified that a service user’s ’s unique needs are not being met, 
impacting their participation in service activities, staff will where appropriate, explore 
options for specialised external support for the benefit of the service user.  

3.16 SCS staff are responsible for ensuring that they maintain a good working knowledge 
of diverse community groups, relevant to the service user cohort they provide service 
to and, will actively support service users to connect to these groups where 
appropriate. 

 

4 Roles and responsibilities 

4.1 The Director SCS is responsible for maintaining the currency of this policy. 

4.2 Society representatives are required to adhere to this policy.  Failure to comply may 
be considered a breach of our policies and may result in disciplinary action. 

Managers are responsible for: 

4.3 Role modelling inclusive behaviour; 

4.4 Ensuring that teams adhere to organisational values (reflected in their work and 
interactions with others) and policies and procedures, including Codes of Conduct. 

Staff are responsible for: 

4.5 Contributing to, and maintaining an inclusive and diverse workplace culture in line 
with organisational values; 

4.6 Acting and behaving with respect and inclusion; 

4.7 Adhering to all policies and procedures, including Code of Conduct. 

5 Review 

5.1 This procedure is scheduled for review every two years, after consultation.  Some 
circumstances may trigger an early review; this includes but is not limited to legislative 
changes, organisational changes, incident outcomes and other matters deemed 
appropriate by the SCS Management Team and Director SCS. 

 

6 Further assistance 

6.1 Society personnel should speak with their Manager regarding any questions about 
the implementation of this policy.  They may also contact the Policy Owner to provide 
feedback. 
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7 References 

References made in this policy are: 

7.1 SCS-PP-4023 Gender and Sexuality Policy 

7.2 SCS-PP-4024 Service User Participation Policy 

7.3 SCS-PP-4016 Disability, Access and Inclusion Policy 

7.4 SVdPWA Reconciliation Action Plan 

7.5 Vinnies Values 

7.6 SVDPWA_PP-1010 Code of Conduct Policy 

7.7 SVDPWA-PP-1031 Code of Conduct Children and Vulnerable People Policy 

 

8 Related documents and legislation 

Related documents and legislation at the time of approval include: 

8.1 Australian Human Rights Commission Act 1986, Attorney General’s Department, 
Australian Government 

8.2 Sex Discrimination Act 1984, Attorney General’s Department, Australian Government 

8.3 Racial Discrimination Act 1975, Attorney General’s Department, Australian 
Government 

8.4 Equal Opportunity Act 1984, Department of Justice, Government of Western Australia 

8.5 National Standards for Mental Health Services 2010, Australian Government 

8.6 Standard One: Governance, Licensing and Accreditation Regulatory Unit.  
Department of Health, Government of Western Australia 

8.7 Specialist Homelessness Service Standards 2016.  Department of Communities, 
Government of Western Australia 

9 Approval and amendment history 

Version Approval authority Date Amendment summary 

1.0 EM, SCS 31/03/2022 Initial version 

2.0 EM, SCS 20/05/2024 Scheduled review and updated 

3.0 Director, SCS 17/06/2026 Scheduled review and updated name 
– previously known as Diversity and 
Inclusion Client Consumer and 
Tenants Policy 

10 Definitions 

Term Definition 

Diversity Diversity is about what makes each of us unique and includes our 
backgrounds, personality, life experiences and beliefs, all of the 
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Term Definition 

things that make us who we are. It is a combination of our 
differences that shape our view of the world, our perspective and 
our approach. Diversity is also about recognising, respecting and 
valuing differences based on ethnicity, gender, age, race, religion, 
disability and sexual orientation. It also includes an infinite range 
of individual unique characteristics and experiences, such as 
communication style, career path, life experience, educational 
background, geographic location, income level, marital status, 
parental status and other variables that influence personal 
perspectives 

Victorian Government 

Equitable Refers to dealing fairly and equally with all concerned 

Inclusion Inclusion occurs when a diversity of people (e.g. of different ages, 
cultural backgrounds, genders) feel valued and respected, have 
access to opportunities and resources, and can contribute their 
perspectives and talents to improve their organisation. 

https://www.dca.org.au/topics/inclusion 

Low Threshold 
and Change 
Model 

Is an intentional approach to maintain the admittance requirements 
(eligibility criteria) of a service, at such a level that as few people as 
possible are denied access to that service. 

Person Centred 
Practice 

“A person-centred approach to service delivery involves the 
individual being at the centre of decision-making and having control 
over the services they receive.” 

(Australian Human Rights Commission) 

Trauma Informed 
Practice 

Is an organisational and practice approach to delivering health and 
human services directed by a thorough understanding of the 
neurological, biological, psychological and social effects of trauma 
and its prevalence in society.  It is a strengths-based framework 
that emphasises physical, psychological and emotional safety for 
people who have experienced trauma, their families and carers, 
and service providers. 
 
(Commonwealth of Australia: The Fifth National Mental Health and 
Suicide Prevention Plan. Canberra: Commonwealth of Australia; 
2017) 

 

https://www.dca.org.au/topics/inclusion

