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Overview

• Centre for Cultural Diversity in Ageing 

• Partners in Culturally Appropriate Care (PICAC) 

• Aged care services addressing diversity 

• Inclusive Service Standards

• Consumers from culturally and linguistically diverse backgrounds 



Understanding diversity

• Vast array of differences

• No one person is the same as another

• We all shaped by personal characteristics, experiences, values 
and beliefs

• Multiple diversity characteristics 

Organisations that are not flexible and responsive to diversity 
create barriers for consumers 



Service responsibilities 

Aged Care Act 1997
Among its objectives the Aged Care Act 1997 (the Act) articulates the 
following commitments:
• 2-1 (e) to facilitate access to aged care services by those who need 

them, regardless of race, culture, language, gender, economic 
circumstance or geographic location;

• 2-1 (g) to encourage diverse, flexible and responsive aged care 
services that 

(i) are appropriate to meet the needs of the recipients of those services and 
the carers of those recipients; and 
(ii) facilitate the independence of, and choice available to, those recipients 
and carers.



Service responsibilities 

Australia’s Aged Care Diversity Framework 

Released in December 2017, The Diversity Framework seeks to 
embed diversity in the design and delivery of aged care; and 
support action to address perceived or actual barriers to 
consumers accessing safe, equitable and quality aged care, while 
enabling consumers and carers to be partners in this process.



Addressing diversity
• Systemic removal of barriers 

• Equitable outcomes and active participation of consumers in service 
provision

• Response to diversity embedded in all systems and practice 

• Removal of silos 



Standard 1 - Commitment to inclusive services

The organisation clearly articulates its commitment to building an environment which

responds to consumers’ diversity and embeds inclusive service provision across all of its

systems.

1.1 

Responsibility

1.2 

Strategy

1.3 

Policy and 

Procedure 

1.4 

Quality and 

Continuous 

Improvement
The organisation is 

committed to its 

responsibility to 

develop and deliver 

services that ensure 

equitable access and 

quality outcomes for 

all consumers.  

A commitment to 

inclusive service 

provision is embedded 

within the 

organisation’s strategic 

plan.

An inclusive 

approach to service 

provision is 

embedded into the 

development and 

implementation of 

the organisation’s 

policies and 

procedures.

The organisation’s 

quality and continuous 

improvement initiatives 

include the monitoring 

of diversity and inclusion 

strategies. 



Standard 2 - Systems that support inclusive services

The organisation designs and implements services based on evidence derived from

organisational reviews and consultation with stakeholders.

2.1 

Analysis

2.2 

Stakeholder 

Engagement

2.3 

Removing barriers

2.4 

Feedback

The organisation 

analyses its strengths, 

gaps, capabilities and 

readiness to 

implement and 

maintain an inclusive 

approach to service 

delivery.  

The organisation has 

an inclusive 

stakeholder 

consultation process 

that informs planning 

and delivery of 

services.

The organisation   

identifies and responds 

to potential or real 

barriers and/or 

discriminatory 

practices faced by 

individual consumers. 

The organisation has a 

robust system for 

receiving feedback 

from a diverse range of 

consumers and uses 

feedback to improve 

services. 



Standard 3 - Capacity building for inclusive services

The organisation’s management and staff are equipped with knowledge, skills and

resources required to plan and deliver inclusive services.

3.1

Contemporary 

knowledge

3.2 

Performance and 

skills

3.3 

Training

3.4 

Resources

Management and staff 

are engaged with and 

use up-to-date 

diversity research, 

information, tools and 

resources to 

effectively respond to 

diversity.

All staff have skills to 

fulfil their 

responsibilities to 

implement inclusive 

practices.

Induction, training and 

on-going development 

reflects the 

organisational 

commitment to 

inclusive services.   

The organisation 

invests in personnel, 

information and 

resources that support 

the development and 

implementation of 

inclusive service 

provision.





Thank you 

www.culturaldiversity.com.au

http://www.culturaldiversity.com.au/

