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About Inclusion Solutions

Inclusion Solutions is a mentoring, training and consultancy  
service that supports the work and objectives of Inclusion WA,  

a not-for-profit organisation with a proud 25+ year history.

Today, Inclusion Solutions works alongside Local Government Authorities (LGAs),  
National and State Sporting Associations, organisations, and community groups  

to create a fresh approach to building stronger, more inclusive communities, because  
inclusion is not simply about physical access to community buildings and spaces.

We’ve helped many communities with many different problems, opportunities  
and ideas, in many ways. We’re working with you, to build inclusive,  

active and well-connected communities across Australia.

Social inclusion is our passion. Making sure people feel  
welcome and included is at the forefront of everything we do.

Our significant personal and professional experience ensures that  
we know first-hand the challenges every community faces  

and the solutions to best address them.



INTRODUCTION TO THE RESOURCE

This resource has been developed to assist employers, 
organisations and businesses to achieve a more diverse and 
inclusive workplace for the benefit of all employees. 

This resource has been structured into two main components:

1. Social inclusion in the workplace
• Creating a socially inclusive workplace 

Addressing the key theories and research about diversity 
and social inclusion

• Inclusive workplaces 
Businesses and organisations sharing their stories about 
their journeys to creating an inclusive environment. 

2. Employment experiences
 Each module will address how to include people of different 

backgrounds and ability levels within the workplace. 
Individual stories and experiences are shared in each 
module to give the reader practical tips and advice. 

This resource provides practical activities and checklists that 
employers, organisations and businesses can use to begin 
taking steps to being a more inclusive workplace. 

 

Want to learn more?
To complement the resource, Inclusion Solutions has developed professional development sessions for 
employers looking to gain a deeper understanding of how to develop inclusive workplaces. These sessions are 
intimate, allowing a small number of people to obtain personalised support in the theories of social inclusion. 
The second half of the session involves practical activities that support the personalised goals of the employer. 

To book a session, please contact Inclusion Solutions by calling (08) 9443 7226  
or email info@inclusionsolutions.org.au

Inclusion Solutions wishes to acknowledge the following 
partners who have contributed to the development of this 
resource:

Funding Partner
• National Disability Insurance Scheme delivered by  

the National Disability Insurance Agency

Businesses
• Pan Pacific

• Explore Property Townsville

• Queensland Country Bank

• Community Information Centre Townsville Inc

• Stirling Business Association

Organisations
• Inclusion WA

• People with Disabilities WA (PWdWA)

• Developmental Disability WA (DDWA)

• Ability Centre

• Belonging Matters Inc.

• Towards Better

Individual Contributors
• John Armstrong
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Meaningful work is an extremely important part of people’s lives. It is important to create positive 
workplace environments to ensure that all people have the opportunity to obtain meaningful 
employment opportunities. Employers must understand how to develop inclusive workplaces 
in order to have a positive influence on the below-average rates of employment for people with 
marginalised identities.  



CREATING A  
SOCIALLY INCLUSIVE 

WORKPLACE

CHAPTER ONE:
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What is diversity?
Being a diverse team or having a diverse workforce is a common 
goal that a high number of organisations strive towards. 

The Diversity Council Australia (2020) defines the term  
diversity as:

The mix of people in an organisation – that is, all the differences 
between people in how they identify in relation to their: 

• Social Identity e.g. age, caring responsibilities, cultural 
background, disability status, gender, religious affiliation, 
sexual orientation, gender identity, intersex status and socio-
economic background 

• Professional Identity e.g. profession, education and work 
experiences, organisational level, functional area, division/
department, and location.

Each of us has our own unique identity and experiences that 
shape who we are, as well as our perspectives of the workplace 
and the world. Our identity also influences the way the people in 
our lives, whether at work or at home, view and treat us. 

A diverse workplace using the above definition, means that 
a business or organisation employs people with a range of 
differences in their identities and that each individual brings 
with them their own unique perspectives, allowing for the 
enrichment of culture and cohesion. 

What is social inclusion?
Research about healthy and effective workplaces has turned 
attention to identify and acknowledge the effects of social 
inclusion, not just diversity. 

Inclusion does not have one singular definition and can mean 
different things from different perspectives, though at its core, 
inclusion means all people. 

The Programme of Action of the World Summit for Social 
Development (1995) states that an: 

inclusive society is defined as a society for all, in which every 
individual has an active role to play. Such a society is based on 
fundamental values of equity, equality, social justice, and human 
rights and freedoms, as well as on the principles of tolerance and 
embracing diversity.

By utilising this definition we understand that an inclusive 
workplace is one where all employees have a valued role 
and that their unique gifts and talents are encouraged and 
celebrated. An inclusive workplace is where all people feel 
welcome, respected and have a sense of belonging. 

What is diversity  
and social inclusion?

What is exclusion?
Exclusion is defined as the act of not allowing someone to take 
part in an activity or to enter a place or facility. 

Workplace cliques and ostracism are the common causes of 
exclusion in the workplace and they can leave some employees 
feeling isolated and not worthy of any attention. Workplace 
exclusion can be extremely harmful as it can have significant 
negative effects on employees’ physical and mental health. 

Safe Work Australia (2016) says that workplace bullying can 
seriously harm worker mental health, with effects such as 
depression, emotional exhaustion, feelings of isolation and loss 
of self-esteem and self-confidence. The Adverse impacts on 
the workplace include increased staff turnover, low morale/
motivation, increased absenteeism, or loss of productivity, all of 
which incur direct and indirect costs for a business. 

Exclusion can happen in many different forms including:

• Social: discrimination against gender, ethnicity or age

• Cultural: discrimination against values, norms and ways of 
living

• Economic: discrimination against employment opportunities 
and other financial benefits

• Political: discrimination due to the rule of law and the ability 
to exercise freedom

These forms of exclusion can overlap and are often a result of 
the different experiences and unique qualities of an individual. 
Any one person can experience exclusion and it is everyone’s 
role within the workplace to help prevent workplace exclusion. 

EXCLUSION INCLUSION
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Why you should not have diversity without 
inclusion
Many businesses can often focus on diversity to create a positive 
workplace culture and increase workplace morale. Focussing 
solely on diversity can often miss the mark when it comes to 
inclusion and creating meaningful and real employment. Having 
a diverse workforce doesn’t necessarily result in all people 
feeling valued and respected, or having access to the same 
opportunities within the workplace. 

Diversity and inclusion in the workplace is about valuing each 
employee’s differences, recognising that these differences and 
experiences can bring benefits to the business, and creating 
a strong culture of belonging and connectedness within the 
business as a whole. It is not just about focusing solely on 
addressing disadvantage or discrimination.

Having a diverse team is promoted greatly once leaders 
understand what can inhibit inclusion from occurring. 

We gravitate to people like ourselves
We all have a natural tendency to be drawn to and build 
relationships with people similar to us (Riordan 2014). We must 
recognise that employers often hire people that have the same 
attitudes, behaviours and traits as they do (Riordan 2014). 

Questions employers can ask themselves to counteract this 
tendency:

1. Who is getting hired?

2. Who is, more often than not, getting promoted?

3. Who has access to information and who doesn’t?

4. Whose opinions have I sought and whose have I left out?

5. Am I building relationships with people who are  
different from me?

(Riordan 2014)

Subtle biases
Subtle biases are explained as “unconscious mindsets and 
stereotypes about people who are different from oneself” 
(Riordan 2014). Subtle discrimination is a very common cause 
of exclusion in the workplace and can be more damaging 
than open and obvious discrimination (Jones et al 2017). This 
is because subtle biases in the workplace leave the targeted 
people unsure whether the actions towards them are because 
of their marginalised identity (e.g. sexuality) or because of 
something unrelated to discrimination (e.g. the manager avoids 

eye contact with everyone) (Jones et al 2017). 

Subtle biases that occur on a daily basis can be referred to as 
“microaggressions”. Microaggressions are brief, automatic 
and unconscious exchanges of subtle insults, looks, gestures 
and tones, and are directed at individuals based on their 
marginalised identity (Sue 2010). Microaggressions can seem 
innocent and harmless, but can be extremely harmful to a 
person’s work performance by creating inequities and leaving 
the targeted people feeling defeated (Sue 2010). 

Examples of subtle bias: 

• A job applicant who has Down Syndrome notices a hiring 
manager avoids eye contact with her during the interview 
and wonders whether it is because of her disability.

• A new employee at a law firm is not invited to Friday drinks 
and wonders whether it is because he recently disclosed 
his bisexuality to a group of co-workers or because he just 
doesn’t know his colleagues well enough yet to be included 
in social events.

(Jones et al 2017)

Employers can review their workplace to ensure all 
employees can access:

1. Training

2. Professional development

3. Networks

4. Important meetings

5. Social events

6. Promotions

Conformity
People with marginalised identities will often conform to the 
values and norms of the majority group in the workplace. 
This reverses any positive effects of diversity as their unique 
experiences and perceptions are devalued. Employers need 
to seek out, encourage and commend every employee’s 
differences in order to benefit from their diverse range of skills 
and knowledge. 

Questions employers can ask employees to encourage 
authenticity:

1. What is it like being the only Aboriginal person in  
your team?

2. What has your experience been as a woman in the 
workplace?

3. What can we do to ensure that we hear you and  
your ideas? 

(Riordan 2014)

Employers should search for opportunities to talk about 
these issues and listen to everyone’s responses, regardless of 
whether they like what they hear or not. 

Employees from the dominant culture put up resistance
The commitment to creating a more diverse and inclusive 
workplace must be explained to all employees. At times 
employees from the dominant culture will feel as though they 
have been left out of the conversation and don’t have a choice 
about the commitment. To counteract resistance, employers 
can simply explain why the change is necessary, its importance 
and then lead by example (Riordan 2014). 

Mandatory diversity and inclusion training has been found 
to heighten resistance (Gassam 2019). It is important that if 
employers want training, they allow employees to choose if 
they want to be involved and that the training is consistent and 
organically blended into the general workplace operations 
e.g. adding training into the induction process for incoming 
employees. 

Employers can do the following to counteract resistance:

- Respectfully challenge stereotyping and biased  
decision-making

- Incorporate differences in world views, attitudes, values 
from different cultures and perspectives into the way 
business is done

- Ensure different perspectives and diverse views are 
reflected in team outcomes 

- Ensure responsibility for diversity and inclusion in shared 
across the organisation

- Monitor progress to ensure sustainability and continuous 
improvement 

- Actively seek to break down silos across business areas 
and across different identity groups
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Inclusive leadership
Creating an inclusive environment must begin with leadership. 
Leaders act as positive role-models in the workplace and are 
well placed to set an example for the rest of their employees. 

An inclusive leader can connect with employees to ensure they 
feel valued, respected and have a strong sense of belonging in 
the workplace.  A good leader will address all issues fairly and 
use effective communication to understand their employees, 
and deal with any conflict when it arises in a professional 
manner. Inclusive leaders show respect to all of their 
employees, pay attention to each individual’s needs, and are 
open and flexible to change and a diverse range of perspectives 
and ideas.

Leaders who support an inclusive culture reap benefits in:

• Business productivity and profit: Teams with inclusive 
leaders are 17% more likely to be high-performing, 20% 
more likely to say they make high-quality decisions and 29% 
more likely to work collaboratively (Bourke and Espedido 
2019).

• Motivation and commitment of employees: Inclusive 
leadership often results in an increase in team member 
engagement. Teams working in inclusive environments 
often report a higher level of commitment and satisfaction 
in their roles (O’Leary, Russell and Tilly 2015).

• Creativity and innovation: Encouraging diversity of ideas 
and perceptions in a workplace has been found to enhance 
innovation by around 20% (Deloitte Access Economics 2019).

• Improved employment outcomes: Social inclusion in the 
workplace reduces the likelihood of people experiencing 
discrimination, and increases their capacity to gain 
employment or longer work hours and contribute to the 
economy (Deloitte Access Economics 2019). 

• Improvement in mental and physical health: Loneliness 
and social isolation are twice as harmful to physical and 
mental health as obesity and smoking (Novotney 2019).

• Reduced cost of social services: Social inclusion lowers the 
demand on the public health system, unemployment benefits 
and support payments due to the increase in opportunities 
for people to gain stable employment and participate in the 
labour force (Deloitte Access Economics 2019).

• Inclusive growth: Refers to economic growth that is 
distributed fairly across society and creates opportunities 
for all (OECD 2019). Inclusive growth ensures that individuals 
earn the wages they need to live “the good life” by 
supporting fairer tax systems and wages for workers. 

Who is underrepresented in the workplace?
Currently the groups of people who are most commonly 
underrepresented and experience discrimination in the work 
force due to exclusion are:

• Females 
61.4% of all women in Australia participate in the workforce, 
compared to 70.9% of men (ABS 2020).

• People with disability 
The Australian Bureau of Statistics (2018) states that nearly 
47% (46.6%) of working-age people with disability, are not in 
the labour force. 

• Aboriginal and Torres Strait Islander people 
In 2019, O’Leary and D’Almada-Remedios (2019) found that 
48% of Aboriginal and Torres Strait Islander employees, 
personally experienced discrimination and/or harassment in 
the workplace over a 12-month period, compared to 24% of 
non-Indigenous workers. 

• Racial or cultural minorities

• People experiencing mental illness

 Beyond Blue (2020) said that “since the introduction of the 
Fair Work Act 2009, disability, including physical and mental 
health problems has been the number one issue leading 
to discrimination complaints received by the Fair Work 
Ombudsman.” 

• Seniors and older members of society

• People from a low socioeconomic background

• People who identify as LGBTIQA+ 
O’Leary and D’Almada-Remedios (2019) reported that 35% of 
workers who identified as LGBTQIA+ say they have to hide 
or change who they are to fit in at work, compared to 18% of 
non-LGBTQIA+ workers.

• Religious minorities

Intersectionality
A person’s identity is often made up of multiple intersecting 
identities that influence the way we see the world. This means 
that people can be a part of multiple underrepresented 
groups at the same time. This is called intersectionality. 
Intersectionality, a term coined by Kimberlé Crenshaw, is 
a holistic way of looking at people’s identities (International 
Women’s Development Agency 2018). As an example, a person 
with a disability may also be someone from a culturally or 
linguistically diverse background. The identities this person 
has are not separate — they intersect to create that person’s 
identity. The person is therefore both of these identities at the 
same time (International Women’s Development Agency 2018). 

Aboriginal and 
Torres Strait 

Islander people

People from 
a low socio-

economic 
background

Females

People 
 experiencing  
mental illness

Seniors

People with 
disabilities

People who 
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Underrepresented  
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workplace
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Sharing ordinary places
It is important to have a workplace in which all employees 
can be present and work effectively with and among each 
other. Studies have shown that workplaces group people 
based on their labels (e.g. person with a disability, woman) 
which potentially segregates them further from the regular 
workforce (Simmons 2016). This is not real inclusion.   

Sharing an ordinary place means that every employee can 
physically access all areas of the workplace. e.g. if the 
lunch room is only accessible by stairs then automatically a 
person who uses a wheelchair could not access this shared 
space. 

Sharing an ordinary place in the workplace allows all 
employees to build personal connections with their 
colleagues and be exposed to different perspectives that 
can further form their own identities. Sharing an ordinary 
place is the first step towards creating an inclusive 
environment. 

Choice and control
Employees that are given flexibility and control over their own 
work, will often be more productive and committed to their 
roles.  A flexible workplace arrangement allows employees 
to find a balance between their work and priorities in their 
personal lives. 

Giving employees a say in their work arrangements allows 
them to experience the ‘dignity of risk’, meaning they can make 
mistakes and learn from them. 

Flexibility in work arrangements can be provided in a number 
of different ways including:

- Telework or working from home

- Flexible hours

- Compressed working weeks

- Job sharing

Contributing
Every employee has their own individual gifts and skills 
that they can bring to a workplace. An inclusive workplace 
recognises, encourages and values each employee’s unique 
experiences and contributions to the workplace. 

Inclusive leaders see the potential in their employees 
and nurture that potential to give each employee more 
opportunities to contribute in the workplace. This means that 
employees are asked for their opinions and ideas and that 
advice is appreciated and valued no matter what. 

Belonging
Social inclusion in the workplace exists when all people are 
welcomed and valued by their team and organisation. It is 
when everyone, with all different identities, feels a sense of 
connectedness and belonging to the workplace community 
as a whole. 

Inclusive leaders will speak up when others are excluded to 
set an example, and will make sure their team understand 
the importance of the issue. A sense of belonging is 
fostered when these things happen and when all employees 
feel protected and safe in their environments. 

Dimensions of Inclusion
“Dimensions of Inclusion” is a framework developed by John O’Brien, a world-renowned 
advocate of people with a disability. The five Dimensions of Inclusion can provide an easily 
understood method to help shape a person’s employment experiences.

Practical
• Ask your employees the following questions:

 » Do you feel like you are valued?

 » Do we give you the opportunity to contribute?

• If your employees respond negatively to these 
questions, ask them how the workplace could  
change this.

Practical
• Is the venue/facility of the workplace accessible to all 

people?  

 Considerations

 » Physical access

 » Public Transport

 » Parking

 » Safety

 » Individual perceptions & life experiences  
 (i.e. if someone has had a bad experience in a  
 religious institution they may feel uncomfortable  
 attending an event at a church)

• Are all employees given a chance to meet all their 
colleagues and share the same spaces as them?

• Are the required work hours of employees during the 
same hours as all other staff?

• What are the unspoken rules/routines in your 
workplace? Have these been explained to all of your 
co-workers during their inductions? 

Practical
• List some of the ways that your employees have 

flexibility in their work.

 Considerations

 » Hours

 » Tasks

 » Patterns e.g. standard 9am-5pm, shift work 

 » Locations

 » Equipment

• List some other adjustments that could be made in all 
areas of employment.

 Considerations

 » Recruitment

 » Selection

 » Training

 » Career development

• After listing the flexible working arrangements 
available to employees, how many of these options are 
promoted?

• If you aren’t promoting these options, what are some 
of the ways you could promote them?

Practical
• List some of the ways people can contribute to the 

workplace.

 Considerations

 » Time

 » Support

 » Gifts & Talents

 » Ideas

• List some of the ways that employees can develop 
their skills in the workplace.

Being someone
An inclusive workplace is one that celebrates and 
encourages all employees to be authentic and bring their 
“whole self” to work. Employees should not feel as though 
they need to conceal who they are in order to be treated 
with respect and to succeed in the workplace. 

All employees must be viewed as individuals as well as 
members of particular identity groups, but not just as their 
identity group (i.e. person with a disability, migrant). When 
we label people, this further isolates them and neglects to 
notice the interesting things about them. 

Practical
• List some of the ways you can welcome and celebrate 

individuality.

 Considerations

 » Gender

 » Cultural Background

 » Religious Beliefs

 » Sexuality

 » Age

 » Disability

• List some of the unique identities that your employees 
have based on their individual skills and talents. 

 Examples

 » Music expert

 » Technology whiz

 » Event extraordinaire 
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1. Physical access
The first level of the inclusion pyramid is physical access. 
Physical access refers to everyone’s physical access 
requirements being catered for in a facility. Physical access is 
the first step to inclusion as it ensures everyone has the same 
opportunity to participate.

The Disability (Access to Premises – Buildings) Standards 
(2010) governs access to all public/government buildings 
and facilities. The purpose of the Standards is to ensure that 
access to public buildings for people with disability is dignified, 
equitable, cost-effective and reasonably achieved. The Disability 
Standards (2010) only apply to buildings that had building 
permits issued after 1 May 2011. However, if someone is unable 
to access services provided in any existing public building, and 
the building is not undergoing any new work, the complaint 
mechanisms of the law could still be applicable. 

Physical access in your workplace doesn’t just mean getting 
through the front door. It also means being able to go to the 
toilets, down corridors and having accessible parking options. 

The Employment Assistance Fund (EAF) through Job Access, is 
a financial service that can be used by eligible employers and 
employees with a disability and employers to assist in buying 
work-related modifications and equipment for the workplace. 

Speaking to your Local Government, Strata or building owner 
about access requirements in your workplace, can also assist 
potentially with removing this barrier. 

Practical
Is my workplace accessible?
This checklist has been based on a “You’re Welcome WA 
Access Initiative” resource (Disability Services Commission).

 Clearly signed accessible parking close to the main 
entrance

 Drop-off bay close to the main entrance

 Firm, continuous path, free of obstructions and without 
steep slopes

  Path from parking to the main entrance 

  Throughout the facility

 Good lighting

  Parking area

  Around the facility

  Within the facility

 Unisex, accessible toilets/shower facilities

 Unisex, accessible change rooms

 Walkways and corridors free of obstructions

 Clear directional and informative signage

  Large font size

  Clear, easy-to-read print

 Ramps

  Parking area

  Drop-off bay

  Entrance

  Within the facility

 Company vehicles

  Vehicle modifications and driving aids installed 

 Accessible desks and workspaces

  Large desk space 

  Low reception desks

 Accessible technology

  Screen reading software

  Large-print materials

  Navigation apps

 Conference rooms and shared work spaces

 Lunch rooms (chill out rooms)

  Access to kitchenware e.g. utensils, appliances

  Access to tea, coffee etc.

1. Physical access

2. Functional opportunity

3. Social inclusion

Inclusion before the 1990s was broadly understood and referred to as participation in community. 
It has been found that legislating the rights of people to access and participate in community, does 
not necessarily guarantee social acceptance (as once thought). This requires us to explore more 
about how to achieve inclusion. 

The three components of the Inclusion Pyramid can be used to understand how to include people with marginalised identities. 
(Schlein, Green and Stone 2003). 

Inclusion pyramid
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Practical
Is my workplace providing functional 
opportunity? 
This checklist has been based on Inclusion Solutions’ 
Nine Pillars of Inclusion resource.

 We promote all employment opportunities to our 
employees

 We promote all employment opportunities to the 
wider community

 We give employees choice and control on how they 
would like to contribute

 We are willing to make variations to traditional 
employment opportunities

 We are willing to provide accessible technology and 
other workplace adjustments

 We are willing to make variations to other areas 
of employment to include all people e.g. hours, 
patterns, locations

 We actively seek to identify the skills and talents of 
our current and future employees

 We provide an Employment Assistance Program 
(EAP) for all employees to access

 We utilise the skills and talents of our employees

Functional opportunity
Once a person with a marginalised identity is able to physically 
access a facility, the next step is to ensure that they are able 
to participate and connect with others doing the same activity. 
Without physical access, the opportunity to participate in the 
workplace can be very limited. 

Functional opportunity refers to giving people roles in the 
workplace that are valued by themselves, all other employees 
and the community as a whole. People with marginalised 
identities all have unique skills, talents and passions that can 
be utilised in a workplace to give them a valued role. 

Giving people roles in the workplace allows them to contribute 
and have choice and control over how they want to participate 
in the workplace. Businesses should be flexible with job 
descriptions and available roles to ensure that every person 
has the opportunity to contribute in their own unique ways. Job 
customisation (adaptations to job roles) to include all people can 
be a simple task and is very important when ensuring exclusion 
does not occur. 

The Disability Discrimination Act (1992) states that people 
with disabilities must always be given the same access and 
opportunities to participate as those who do not have any 
disability. This means that the functional opportunity level of 
the inclusion pyramid is legislated by Australian law and that 
job modifications must be made, within reason, to include all 
people in the workplace. 

 

Social inclusion
The top level of the Inclusion Pyramid is social inclusion. Social 
inclusion changes lives for the better and creates cultural 
change. Social inclusion is when all people are welcomed and 
celebrated for exactly who they are. 

Social inclusion in the workplace is achieved when all 
individuals can be their ‘whole self’ without discrimination or 
disadvantage. Historically when a person with a marginalised 
identity is employed, they conform to the values and norms of 
the majority group in the workplace. This automatically inhibits 
them from finding a sense of belonging. Changes to these 
values and norms can take a while, but taking steps to ensure 
every person can be themselves is of utmost importance, e.g. 
encouraging a person with Muslim faith to pray 5 times per day 
as per their customs.  

When we create an environment that gives all people physical 
access and functional opportunities where they can contribute 
their own skills and talents, the community around them can 
begin to welcome them. This environment in the workplace 
fosters the changing of experiences and thus perceptions that 
each employee has about people with marginalised identities. 

True social inclusion in the workplace is where everyone can 
be physically present, form social connections, contribute their 
skills and passions, have choices and control over the work they 
do and be recognised as an individual person, not just as the 
identity that they can be marginalised by. All of this collectively 
can cultivate a positive workplace culture resulting in all people 
feeling a sense of belonging and acceptance. 

 

Practical
Here are some suggestions on how you can create 
an inclusive environment at your workplace.
• Host regular social events around common interests 

(i.e. food based)

• Develop partnerships within your community to 
strengthen your workplace

• Treat all employees equitably 

• Carefully match employees to roles and teams

• If you are unsure, ask for help!

• Develop relationships with other inclusive workplaces

• Utilise various communication methods

• Promote inclusive language

• Respect the diverse backgrounds of all people

• Get to know your employees (ask them what they are 
knowledgeable, skilful and passionate about!)

• Give employees the opportunity to contribute their 
knowledge, skills and passions to the team

• Provide development opportunities for your employees

• Actively seek feedback and input from your employees

• Provide flexible working arrangements for your 
employees

• Make reasonable adjustments to your recruitment, 
selection, training and career development areas

• Address unconscious and subtle biases

• Give your employees a voice in decision making  
(i.e. strategic planning)

• It’s okay to make mistakes - learn from them!

• Celebrate your successes and share it with the  
wider community
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John Armstrong has a long 
involvement in the lives 
of people with disability, 
in informal advocacy and 
friendship roles as well 
as formal roles of service 
provider, teacher, adviser, 
and service planner. 

John is one of two senior Social Role Valorisation 
trainers in Australia. John is particularly interested  
in uncovering and highlighting the reasons  
behind the abuse of vulnerable people. John is  
intent on understanding the qualities that have  
beneficial influence on a person’s life instead of 
detrimental factors. 

John seeks to increase consciousness and the 
development of qualities needed by people who  
intend to act with integrity and leadership.

Social role Valorisation
Getting the right workers into the right jobs: Using key concepts to open doors to  
a broader range of workers.

What is the Goal?
The goal of SRV is for people to have increased access to “the 
good things of life”, which consist of those things we all seek in 
our lives: a home, good health, meaningful work, relationships, 
to love and be loved, to grow and learn, to be treated respectfully, 
to have a positive reputation, to hold valued roles, etc. There are 
a multitude of ways these things might be obtained, but central 
to everyone’s pursuit of these things, is the value and importance 
placed on the roles a person has.

Exercise
Write down five things you most want in life. Share your 
list with others who have written their own list of five 
things. Do you notice anything?

Valorisation just means to ‘enhance’, ‘upgrade’, or ‘add value’ 
to something. In this case, it refers to a person’s role, so that 
it is more likely to be perceived positively, thereby effecting the 
perceived value of the person who holds it. Sure, all people are 
valuable, but not everyone is valued. This is because we mostly 
perceive the value of a person through the roles that they hold. 
When people (and their roles) are more valued, they tend to 
be treated better: respect, opportunity, friendships, welcome, 
care, investment, belonging, growth. But if a person’s roles are 
perceived negatively, this invites us to deny them access to good 
things and possibly also do bad things to them, such as reject 
them and cast them into even more negative roles.

In other words, the more valued the roles a person has, the more 
likely they will be given access to the good things in life.

Exercise
List your roles. What impact have those roles had on your 
life? It’s interesting to consider the ways your life and that 
of your colleagues have been affected by the roles you 
have obtained—for instance, who you know, what you have 
learned, what financial benefits you have enjoyed, and 
what your reputation is like.

The directions ideas can take us
Why is SRV such a useful and important concept? 

Using SRV helps us see people more accurately. It helps us 
see people as they are, rather than adopting common negative 
stereotypes and ideas about people. 

Stereotypes tend to be filled with myths and images that bear 
little relationship to who people really are, but nevertheless still 
shape attitudes held towards them, especially when the people 
being viewed are marginalised and devalued. For instance, 
when we see someone in a negative light they may only be 
known by that quality; such views can become life defining for 
the person, placing them into circumstances that tends to 
reinforce the negative yet untrue stereotype. Some examples of 
these stereotypes are that people are:

• Subhuman: animal, object or vegetable

• Menace

• Eternal or second childhood

• Object of ridicule

• Burden

• Object of pity and charity

• Sick or diseased organism

A framework for problem solving
When dealing with complex issues, we need an effective and 
valid model or framework for understanding both what is taking 
place and what to do about it. Sometimes we use political or 
philosophical ideas, but at other times we can lean upon social 
science to show us how things work.

One key social science-based framework available to 
supporting marginalised people is Social Role Valorisation (SRV) 
(Wolfensberger 2013). 

SRV utilises what is known about how people perceive and 
treat each other and the steps that are needed if negative 
perceptions are to be replaced by favourable ones, especially for 
marginalised people. 

All people are valuable, but not everyone is valued.

Such roles are initially imposed upon people, but over time, these 
roles may become embraced by a person or group. That is, they 
too, may come to believe that the perceptions are accurate and 
that they deserve the bad things that arise from them.  

Exercise
Can you think of any other negative roles that can be given 
to people/identities without us being fully aware? Do you 
think they are aware of what others think of them?

When people are seen in these singular or combined ways, 
all the other human qualities about a person can be reduced 
and disregarded, because the negative ideas are amplified to 
the exclusion of other (positive) qualities. In fact, according to 
cognitive dissonance theory, when we embrace certain beliefs 
about people we can even reject or ignore the presence of 
contradictory qualities, much like a policemen who can’t 
conceive of a suspect being innocent of a crime.
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Personal versus collective devaluation
Sometimes such devaluations can be personal: only I regard 
this person that way, no one else joins with me in regarding 
that person that way. Bullies are like this; except they often try 
to persuade others to join in with their own devaluations of the 
victim, the bully feeling more strengthened by such agreement. 

Carol had always been presented poorly, either by her 
family and later in the establishment where she lived. A 
worker helped Carol to look much better, paying careful 
attention to her dry skin, hair, teeth, nails and other details. 
She looked great. Yet a manager approached this worker 
one day and suggested something should be done about 
Carol’s appearance, as he had just walked past her. The 
worker was shocked, because this manager had seen Carol 
as she used to be, (and in his mind, still was) not as she 
now was. He was told to go back and look again!

Collective devaluation, as opposed to just personal devaluation, 
affects all the individuals within that (devalued) group, where 
individual features become invisible. People in the group are made 
all the same (“homogenised”) by the process of devaluation; the 
individual is lost. Devaluing parties tend to feel more united by and 
reinforced through their united (devaluing) perspective. 

The other form devaluation takes is collective devaluation: one 
group/class/section of society devaluing another whole group/
class/section of society. Collective devaluation is very serious 
because it can be relentless while being unconscious. That is, 
people involved in collective devaluation are less conscious of 
their involvement. After all, they are just following the pattern of 
other people and tend not to question what it is they are involved 

with. Such devaluation also confirms for them their own 
identity: that of being apart from the devalued party.

Frequently, groups and classes of people are devalued 
and therefore, anyone who is perceived as a member of 
such a class will automatically become devalued simply 
because of their perceived membership to that class. For 
example, being recognised as a Rohingya (one of the largest 
stateless populations in the world who have faced decades 
of discrimination and repression under successive Myanmar 
(formerly know as Burma) governments) can immediately 
devalue that person because of the devaluation held about 
Rohingya in general, especially by those who are not Rohingya. In 
some work contexts, being a union member as opposed to a non-
union member (or vice-versa) might produce similar reactions.

Sinjay was a highly qualified accountant, but all his 
applications were rejected without an interview. He 
discovered that if he changed his name to Stephen he 
started to get interviews until he finally won a well-
deserved position. This is not real inclusion as Sinjay has 
had to conform to the norms of the majority group.

Seeing people in valued roles changes our mind about that 
person and overcomes the impact of any negative quality.

As seen in many parts of the world, devaluation is the precursor 
to many forms of harm doing, including homicide. 

Let’s take a simple example. What ideas are commonly 
held by you about your sporting team (football, netball etc.) 
and about the qualities of an opposing team? Could you 
make a list of each of those qualities?

Valued roles as an antidote for devaluation
Seeing people in valued roles changes our mind about that 
person and overcomes the impact of any negative quality, real 
or imagined. It may even serve to ennoble a negative quality, so 
it is no longer seen as negative. For example, the dependency 
of physicist Stephen Hawking’s paralysis was defeated by the 
perception of his role and competence as a university professor. 
His paralysis might even have become admired, because it 
never prevented him from maintaining his valued roles as 
professor, author, lecturer, and partner.

We can see that valued roles are larger and more powerful than 
a negative quality in changing the mind of the observer.

Two broad approaches are necessary if people are going to 
successfully acquire valued social roles: 

1. assisting a person to become (or maintain) competencies in 
relation to their roles; and 

2. enhancing the social image of the person in their role, which 
includes such things as their clothing and other appearance 
features, surroundings, who they are with, how they are 
referred to and spoken about and what they are asked to 
do and perform (for example, that it’s not demeaning or 
pointless).

In that sense, SRV lays out a strategy for shaping the positive 
perceptions of a perceiver that enables them to form positive 
judgements of those they could (or did) perceive negatively.

SRV emphasises that obtaining a valued role becomes an 
antidote to the negative social judgement of other people, 
especially if, without that valued role, the person is perceived as 
a threat to one’s way of life, values or wellbeing. 

Kevin grew up in an area that works hard to prepare 
everyone for work. While still at school, he completed work 
experience at a regional children’s hospital. Even though 
Kevin has an intellectual disability, he now works full-
time as a wardsman, without any job coach or support. 
He moved from school, straight into work, in what’s 
referred to as ‘seamless transition from school to work’. 
His colleagues say he is never late, he always works hard 
and is dressed to suit in his hospital gear. Competency and 
image and his colleagues love him!

We’ve all experienced rejection
We have all experienced the need to be seen by others in a 
positive light. We all share the distress of feeling we don’t quite 
belong and are not wanted. And we all know that achieving 
greater competence brings us prestige and acclaim, at least 
from some quarters. In fact, our entire wellbeing is deeply 
influenced by how we are seen and treated by others. 

Such awareness gives us a sense of what it would be like to 
be at the bottom of everyone’s estimation and to recognise 
how difficult it would be to have others regard us in the most 
negative ways and to expect absolutely nothing from us; to the 
extent of being completely rejected. 

Personal reflection
Who are the people who have believed in you? What 
difference has their belief in you made to your current 
position?

Who gets to be valued?
Growing up often brings such experiences, especially in 
playgrounds and classrooms. The brighter, faster, taller, better 
looking kids tend to be the most popular; the ones others want 
to be around and be in the company of. Most cultures value 
those qualities but it creates problems for those who lack those 
attributes or who are seen to lack those attributes. The kids who 
struggle or look dirty and poor and get questions wrong in class 
and who can’t run or swim fast (for example) are the ones who 
will likely not be valued.

Differentiating ourselves from others
Finding roles that positively speak to our identity is a process 
of differentiating ourselves from others. How can we stand out 
in a way that promotes our best assets if I am just like the next 
person? If people get “stuck” and can’t move forward (as can 
happen for many young people) it often requires some external 
event that motivates them to act. This sometimes occurs as 
a specific moment, a ‘trigger’ where we realise the direction 
we want to head. Triggers can come from anywhere; relatives 
(especially grandparents), teachers, coaches, books, films and 
experiences. Once triggered, the person becomes “ignited” into 
action and is more prepared to put in the work. (Coyle 2010)

Roles provide a platform upon which an identity can take 
shape. We especially invest in enhancing roles that are central 
to our identity. We tend to be enthusiastic about what we are 
becoming. We are glad to invest time and energy pursuing it. 
It is much easier to learn about things we love than what we 
do not love. Therefore, having the potential role-incumbent 
become passionate about the role(s) they are acquiring assists 
enormously in the success of their journey. 

Chris is very orderly. He doesn’t say much, but he is very 
observant. Knowing this, his work support agency found 
him a position in a local Big W store, where he was given 
responsibility for packing some fridges and the shoe aisle. 
Chris has every pair of sandals/thongs/slip-ons together 
with the right sizes and prices. As a result, Chris’s aisle has 
the highest sales figures in the nation for that aisle. This 
values him even at a monetary/economic level. 

Everyone must grab the good things of life if we are to have any 
real hope of achieving it.
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Integrating ourselves with others
As our social circle widens with those who share our interests 
and pursuits, we become more integrated. We will likely receive 
feedback, correction and sometimes a reprimand, but hopefully 
not in the form of abuse. In other words, when we become 
integrated with others, our rough and unneeded edges get 
trimmed off our identity; a type of polishing experience that 
sometimes adds many lessons vital for success.

Personal reflection
What experiences have you had that “rounded” you and 
provided (even painful) lessons that shaped you into the 
person you are today? Do you have a place in helping 
to provide constructive feedback to others, in a similar 
manner?

Having been “rounded” by such personal interactions and 
relationships, we might pursue more work on “differentiating” 
ourselves in a deeper and enlarged way. You might ask yourself 
questions such as: Who am I in the world? What place do I have 
in the universe of things? Who am I really?

Differentiation is usually an internal process where we work 
on ourselves. Integration involves other people having effects 
on us that both affirms us in some areas and reshapes us in 
others. Here is a diagrammatic representation (based upon 
Csikszentmihalyi 1990) of this:

Notice the first circle on the top left involves the need to be 
safe and adequately “comfortable” in the physical and social 
sense but especially, safety and security. Clearly, the immediate 
family home is a context for this form of self-discovery. It’s very 
hard to make these discoveries in a context of abuse, or harsh 
physical and social deprivations. When that happens, people 
are reduced to thinking only about what is before them in the 
immediate realm. The future becomes irrelevant. Only survival 
in the present matters. Such insecurity might even establish a 
pattern of decision making that frequently trades off the future 
for the present, when real success comes from its opposite: to 
trade off the present (comfort, desires, laziness etc) for the benefit 
of one’s future.

What employment can bring to this situation
A prime context for differentiation and integration is being at 
work. The world of work is both demanding but extraordinarily 
rewarding. It brings some of our greatest rewards: enhanced 
competencies and image, associations and friendships, 
structured time use, meaningful activity, opportunities for 
growth and learning, and money and financial capacity. Without 
work so many aspects of the good things of life would remain 
completely out of reach. 

A prime context for differentiation and integration is at work 

For instance, work formalises a situation where we have to 
contribute to an enterprise that might not be our own. We must 
accept the goals of someone else and do things that bring a 
degree of discomfort (like working night shift) but with suitable 
compensation for doing so. Contributing is a major benefit to 
our wellbeing. Giving and serving others, even when payment is 
involved, is a very expanding exercise, that adds to fundamental 
features of one’s personal identity and character and is an 
essential core feature of a functional community and economy. 
We all must pull our weight as much as we are able if our 
families and communities are to function successfully.

All these and many other benefits come from work, but 
especially work that matches your identity.

Work affords both competency and image enhancement

A big advantage of work for devalued people is that work affords 
both competency and image enhancement when initially, they 
may lack enough of these things. But competencies are not only 
about skills, but also about the habits and disciplines needed to 
fulfil the requirements of a valued work role. Work is an excellent 
context for learning crucial things such as cooperation with 
colleagues, dependability, reliability, to work as a team, to delay 
gratification and to be there for others. Some writing calls this 
“emotional intelligence” and is sometimes considered more 
important to success than IQ.

Merit vs. quotas
There is a place for merit, in talent terms. The right workers 
don’t always come from having to recruit to a quota based 
upon varied identities. Quotas can make us think about who 
we might have automatically rejected, without ever considering 
the features that make a person truly suitable, in spite of the 
devaluations we carry about them.

Unconscious bias
Devaluation is in the eye of the beholder; it’s not something in 
the person observed. Seeing people as they truly are is difficult 
at the best of times and SRV doesn’t expect people to suddenly 
forsake our human nature and replace our “unconscious 
biases” with a dose of training or a well written article. It does 
show us how frequently unconscious our decisions can be. All 
of us. No exceptions. And such an approach offers the chance 
to see people afresh as potential possessors of valued roles 
that transforms who they are in their own eyes as well as that 
of others.

The good things of life are the deeper things we all seek. They 
cannot be bought. They are too valuable for that. They must 
be given to us freely and without coercion. But we also have to 
be in the shared context of community to experience the good 
things of life, work being a principal environment for productive 
activity, meaning and purpose. When we have those things in 
place and some internal work, we can now consider what a 
meaningful life looks like; imagine that…a life of meaning. 

A job for people we had never thought of might just be the thing 
that starts such a transformation in all of our lives.

Mitch used to live in a group home for people with 
troubled behaviour. It was a permanent lock-down facility. 
Another agency discovered Mitch (who cannot speak but 
has learned to read) and got him a flat that he shares 
with a woman without a disability, and a job at a large 
hardware store 3 days a week and as a volunteer with some 
community groups (which he now has received rewards for 
his service). He was a tax recipient, but is now a tax payer.

What do the best managers do?
In their book, First, Break all the Rules authors, Buckingham 
and Coffman share the results of one of the largest pieces of 
research into the behaviour of managers ever undertaken. 
The study reveals 12 things the best managers do that poor 
managers do not. At the core of their practice is the process 
for selecting the right people based on the talents needed for 
a position. These managers are responsible for selecting their 
own team members and they understand the talents needed 
for a position and learn to recognise it when it walks in the door. 
Training and experience are not given such priority for selection 
purposes – talent is.

Talent in this context, are the things people do naturally and 
easily that can be put to productive use.

These managers also know that training is unable to fix a 
missing talent—it can only enhance an existing one. People 
who lack the needed talent generally perform poorly, not 
because they are bad, but because they are ill-fitted to the role 
their manager gave them. The best managers successfully 
match person’s talents to the right role. Many applicants 
will not have even identified their own talents, but these are 
discovered through the successful actions of the manager. In 
other words, the right job teaches and enables the expansion 
and development of a talent. It’s a match that produces such a 
pleasing result for the worker, that they often can’t believe they 
have such a great job with such great support. Workers tend to 
stick around, sometimes for an exceptionally long time.

Of course, this kind of result cannot occur if a manager or 
business owner (or HR department) isn’t looking for talent 
to begin with, but selects people with the mistaken notion 
that they can make them do anything if they provide enough 
regulation. Such authoritarian arrangements can make 
impossible demands on ill-selected people producing a 
substantial “churning” of the work force (as they quickly leave) 
with immense cost and disruption.

When confronted with identities they have had no prior contact 
with (such as someone from a foreign country, age group, a 
particular disability, mode of dress, or even name) there can 
be a tendency to judge the person’s suitability without ever 
discovering what talents they have. This is called prejudice and 
limits the opportunity for the job seeker, but also the manager, 
who may have inadvertently rejected someone for insignificant 
and possibly unconscious reasons.

FINDING A MEANINGFUL LIFE

WITHIN 
SELF

WITH 
OTHERS

Physical and 
social wellbeing, 
comfort, pleasure

Discovering 
true identity, 
reorientation 

direction and purpose, 
autonomous 

conscience, growth 
potential Greater 

integration 
between others; 

transcendent 
connection

Family, 
community 
connection, 
belonging, 

contribution
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SANTO 
SPINELLA
Explore Property Townsville

In a few sentences, tell us about your business.

Real estate agents - residential and commercial sales and 
management.

What was your situation before you began making 
changes to become more inclusive?

Just looking for a good solution to a problem we had.

What were your identified solutions and changes to 
become more inclusive? Give specific examples.

I found a talented young woman who was the answer to our 
never-ending shredding issues to the daily handling of personal 
information from all our clients, and keeping us in check with 
all State and Federal privacy laws.

What benefits have you seen throughout the business and 
wider team as a result of adopting inclusive practices?

All the team are happy to see *Emma visiting weekly and 
becoming part of the whole team, which keeps us running.

What has been your strategy to address discrimination?

As a business owner, I took a fast-acting policy to all staff to 
ensure that there was no discrimination at all, and we have a no 
tolerance policy.

How do you promote inclusion in your workplace and to 
the wider community?

I tell everyone I know in business about Emma, and her support 
organisation that helps us.

What modifications have you made to the physical 
environment to ensure all employees are included?

None were needed.

What modifications have you made to your procedures 
and available opportunities to include people that 
previously wouldn’t have been considered as a potential 
employee?

Nil required for our current situation.

What are the different methods of communication you 
use to inform employees?

Verbal.

What advice would you give to a workplace looking to 
include a person from a marginalised background? 

Be willing to give anyone a chance and work with them to find a 
role that they will excel in. 

What is the long-term goal of your business to become 
more inclusive?

We hope to continue with Emma and potentially offer other 
opportunities to individuals.

 Be willing to give anyone a 

chance and work with them to find 

a role that they will excel in.   

INCLUSIVE  
WORKPLACES
CASE STUDIES  

CHAPTER TWO:

* Not her real name.
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FRANKIE 
BRODERICK
Pan Pacific Perth

In a few sentences, tell us about your business.

We are a 5-star hotel based in the Perth CBD.

What was your situation before you began making 
changes to become more inclusive?

We have always believed that by having a more diverse and 
inclusive workplace makes a difference to all of our associates 
and guests. When starting out, we felt that it would improve 
workplace culture, longevity and productivity and have found 
this to be true, which has been great to see.

What were your identified solutions and changes to 
become more inclusive? Give specific examples.

Our leadership team is committed to providing an inclusive 
workplace for all of our associates and we promote this across 
our business. We practice and promote this in our recruitment 
and induction, ongoing learning and development with our 
different departments and open-door Human-Centred Design 
(HCD) policy.

What benefits have you seen throughout the business and 
wider team as a result of adopting inclusive practices?

Our team is more open, accepting and embracing of having a 
diverse and inclusive workplace. Communication and development 
has improved in areas and people enjoy coming to work.

What has been your strategy to address discrimination?

We approach our recruitment and induction with care and 
consideration and ensure that we work with our departments 
on their recruitment needs. We have an in-depth training 
schedule and focus a lot around anti-discrimination policies and 
attitudes in the hotel.  

Are there any assumptions you made about employees 
from marginalised backgrounds that other employers 
could avoid?

As we are such a diverse and multicultural organisation, 
operating in a diverse and multicultural society, we believe  
that we should represent the society that we are working with. 
We have found that many of our associates who have come  
from marginalised backgrounds, have brought different traits, 
skills and experiences to our hotel and guests, which has  
been invaluable.

How do you promote inclusion in your workplace and to 
the wider community?

We have built some excellent relationships with various 
organisations that have helped to educate us and our associates 
in creating a more inclusive workplace. In particular, we work 
with a couple of preferred Disability Employment Agencies to 
provide meaningful and sustainable employment opportunities 
for people with a disability and or health condition. We also have 
excellent relationships with schools and training organisations 
to provide work experience, school based traineeships and 
apprentices into our business.

What modifications have you made to the physical 
environment to ensure all employees are included?

The design and layout of our hotel has always been an easily 
accessible area to be in. We have the appropriate doors, 
lifts, ramps, toilets and bathroom facilities to accommodate 
inclusion.

What modifications have you made to your procedures 
and available opportunities to include people that 
previously wouldn’t have been considered as a  
potential employee?

We work closely with our departments to understand what is 
required for each job role that we recruit for. This includes us 
going through job design - what is essential and where there 
is room for reasonable adjustment. Due to the cyclical nature 
of our business, we do our best to provide flexibility for all 
our staff and accommodate for personal commitments and 
restrictions where we can. We will also work with our preferred 
agencies and organisations where we can to identify particular 
roles which we believe would suit someone who either has a 
disability, has been out of employment for a significant time, or 
for students entering the workforce for the first time.

How have you worked to break down barriers and change 
perspectives within your workplace (e.g. staff disability 
and inclusion training)? 

We work closely with our department managers to educate and 
break down barriers on the benefits of inclusive and diverse 
teams. We also work closely with our preferred Disability 
Employment Service (DES) agencies to gain further knowledge 
and training in areas of their expertise. We have employed a 
number of people with a disability across the business and 

have found that their success stories have travelled through the 
business to other departments organically.

What are the different methods of communication you 
use to inform employees?

We communicate with our staff in a number of ways including 
verbally (face to face and over the phone), via email, text and our 
internal HUB. We also have various Auslan key cards in each 
area of the hotel to help our associates learn to communicate 
with our deaf/hard of hearing associates.

What three pieces of advice would you give to a 
workplace looking to include a person from a 
marginalised background? 

Have an open mind. 

Think of what that person can bring to your business and the 
wider team - we (as businesses) represent our customer and 
client community in the people that work for us. 

How do you ensure that your staff are able to develop 
their skills?

We have our own internal ‘University’ that allows our associates 
to learn and upskill and an in-depth annual training schedule 
that includes all of our associates. We work with our associates 

to identify areas for learning and development and promote 
from within where we can.  

What is the long-term goal of your business to become 
more inclusive?

We are always looking for ways to be more inclusive and 
welcome conversation and learning from others on how they 
have achieved this. We strive to be an employer of choice in the 
open job market.

What partnerships have you made with other 
organisations to assist you to become more inclusive 
and improve your recruitment/retention of people with 
marginalised backgrounds (e.g. Beyond Blue, Heads Up)? 

EDGE Employment Solutions, Ability Centre, Autism 
Association.

 Our team is more open, accepting 

and embracing of having a diverse and 

inclusive workplace. Communication and 

development has improved in areas and 

people enjoy coming to work.   

 We have employed a number of people 

with disability across the business and 

have found that their success stories have 

travelled through the business to other 

departments organically.   
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REBECCA 
CAMPBELL
Queensland Country Bank

In a few sentences, tell us about your business.

We are a member-owned bank and health insurance company 
that has a distinct purpose of helping Queenslanders live 
better lives through better finances and better health.  We have 
successfully achieved this over our 50-year history and now 
employ over 400 staff who genuinely put people first and love 
what they do for each other, our members and the communities 
where we operate.

What was your situation before you began making 
changes to become more inclusive?

Our culture and the values we held were always about putting 
people first and staff were always welcoming. We work 
with an incredibly diverse member base of almost 100,000 
Queenslanders and we are known for our personalised 
and welcoming service.  However, we struggled to attract 
diversity into our workforce which resulted in a certain level 
of ‘groupthink’ as many staff held very similar thoughts and 
opinions. We were conscious that increasing diversity would 
help drive results and improve morale in some areas.

What were your identified solutions and changes to 
become more inclusive? Give specific examples.

We introduced a strategy to improve diversity across a number 
of areas.  We promoted our Workplace Gender Equality 
citation; introduced Indigenous Traineeships; ensured that 
our recruitment practices eliminated any unconscious bias 
with regards to discrimination; promoted flexible programs 
to support staff transitioning to retirement so we could retain 
them for longer; and provided enhanced assistance for those 
recovering from injuries or illnesses. We also introduced Mental 
Health First Aid Officers to support our wellbeing programs.

What benefits have you seen throughout the business and 
wider team as a result of adopting inclusive practices?

We have undergone substantial organisational change since 
we started adopting more inclusive practices five years ago so 
the benefits we see are likely a combination of multiple factors. 
That said, in our recent staff engagement survey we achieved 
strong results, with overall engagement scores 8% higher than 
the financial services benchmark. This represented an increase 
from the previous surveys, indicating our initiatives are having 
success in driving engagement higher year-on-year. In the 
survey, a question about Queensland Country Bank’s genuine 
commitment to social responsibility generated a score 21% 

higher than the industry benchmark at 87%. There is plenty of 
room to improve but it is clear we are certainly heading in the 
right direction.  

What has been your strategy to address discrimination?

Training, education, supporting policies, our leadership 
promoting diversity and focusing on our values: 

• Put people first; 

• be genuine; and 

• bring your best.  

Are there any assumptions you made about employees 
from marginalised backgrounds that other employers 
could avoid?

We had initial reservations about our own capability to 
sufficiently support people with disability. The reality was that 
it was much easier than we expected. It really came down 
to understanding what the individual person can contribute 
to the business and having an open mind to making it work. 
The results were more rewarding than your typical hire and 
the impact on the wider network of employees was ten times 
greater.  Never underestimate how much the employees want to 
see inclusion in the workplace!  

How do you promote inclusion in your workplace and to 
the wider community?

We talk about diversity in the careers section of our website, 
highlight relevant stories on some social media channels 
and some of us will participate in volunteering within the 
community.  We also highlight achievements in internal 
communications such as our intranet. Promotion of our 
schemes both internally and externally is an area we would like 
to devote more time to as we do have a great story to tell.

What modifications have you made to the physical 
environment to ensure all employees are included?

We weren’t required to make significant changes as the main 
office was a new building that already met requirements in 
relation to ensuring it was accessible to everyone. This includes 
lifts, ramps, desks that are adjustable heights, etc.

What modifications have you made to your procedures 
and available opportunities to include people that 
previously wouldn’t have been considered as a potential 
employee?

We promote flexible hours and work locations.  

How have you worked to break down barriers and change 
perspectives within your workplace (e.g. staff disability 
and inclusion training)? 

We internally celebrate days aligned to promoting diversity and 
inclusion and highlight the great success stories we have with 
regards to people with disability, mental health and gender 
equality. We also have completed training and post internal 
communications on the importance of diversity and inclusion.

What are the different methods of communication you 
use to inform employees?

Intranet, email, social media and teleconferences.

What three pieces of advice would you give to a 
workplace looking to include a person from a 
marginalised background? 

1. First get the buy-in from the leadership team. 

2. Create a strategy that sets some clear goals. It doesn’t have 
to be perfect, it can grow and evolve as you learn.

3. Don’t try to do everything at once.  

How do you ensure that your staff are able to develop 
their skills?

We have regular ‘engage’ sessions and quarterly appraisals 
which discuss professional development.  Staff also have access 
to over 500 e-learning modules online.  We also pay for relevant 
certificates, diplomas and university degrees.  

What is the long term goal of your business to become 
more inclusive?

We really want to be the change leaders across all diversity 
groups and reflect the member base and the communities in 
which we live in.

What partnerships have you made with other 
organisations to assist you to become more inclusive 
and improve your recruitment/retention of people with 
marginalised backgrounds (e.g. Beyond Blue, Heads Up)? 

Workplace Gender Equality Agency (WGEA), Department of 
Aboriginal and Torres Strait Islander Partnerships (DATSIP), 
TORGAS, Mental Health First Aid (MHFA).
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TERESA HUDSON
Community Information Centre 
Townsville Inc.

In a few sentences, tell us about your business.

A not-for-profit centre whose role is to inform the community 
on the support and services available for access and how to 
access them.  This includes community supports, learning, 
recreation, artistic opportunities and many more.

What was your situation before you began making 
changes to become more inclusive?

All volunteers and staff were 65 years and over and low 
performance employees.  Workplace culture was highlighted.

What were your identified solutions and changes to 
become more inclusive? Give specific examples.

Non-discriminatory recruitment, advertised in different areas for 
volunteers, i.e. Facebook, radio, expos, multicultural centres etc.

What benefits have you seen throughout the business and 
wider team as a result of adopting inclusive practices?

The variety of strengths and interests. Conversations between 
volunteers and staff are more broad with people taking 
more interest in other people. Volunteers gaining confidence 
to interact with new people. New variety of skill sets also 
strengthens the business.

What has been your strategy to address discrimination?

Zero tolerance and when it was noticed that it was occurring, 
I always had the conversation with the person to help me 
understand where their thoughts and feelings were coming 
from and to see if they even realised their behaviour and 
mannerisms were discriminatory.

Are there any assumptions you made about employees 
from marginalised backgrounds that other employers 
could avoid?

Be open to change. Change is hard, but no change at all can be 
detrimental.  Always give people the benefit of the doubt.  As the 
leader/manager, be prepared to role model and influence the 
change, but always have time to listen.

How do you promote inclusion in your workplace and to 
the wider community?

Through job advertisements. Then to ensure the employees and 
volunteers who bring diversity to the workplace are included in 
conversations on how we can promote inclusion - what do they 
want to see?

What modifications have you made to the physical 
environment to ensure all employees are included?

Ensuring it is culturally appropriate, however minimal physical 
changes were required.

What modifications have you made to your procedures 
and available opportunities to include people that 
previously wouldn’t have been considered as a potential 
employee?

Flexible hours, job designs, recruitment and an open mind!

How have you worked to break down barriers and change 
perspectives within your workplace (e.g. staff disability 
and inclusion training)? 

Inclusion training that was identified through a Learning Needs 
Assessment tool that each employee and volunteer completes.  
Having the leader/manager role model this and talk about it as 
a positive and exciting concept also helps with changing peoples 
perspectives or breaking down the barriers.

What are the different methods of communication you 
use to inform employees?

Phone, text, email, face to face.  

What three pieces of advice would you give to a 
workplace looking to include a person from a 
marginalised background? 

Be open, excited, patient and available.  Rome wasn’t built 
overnight!  Don’t be tokenistic!

How do you ensure that your staff are able to develop 
their skills?

Through a learning needs assessment tool, it identifies their 
skills, strengths and weaknesses, as well as what they are 
interested in developing.  Then we seek either in-house training 
(or I can deliver it myself, we do a lot of hands-on development) 
or external training opportunities. (That’s the ‘be patient’ and 
‘be available’ part).

What is the long-term goal of your business to become 
more inclusive?

That it is an embedded practice, and not something that has to 
be considered.  It just happens.

What partnerships have you made with other 
organisations to assist you to become more inclusive 
and improve your recruitment/retention of people with 
marginalised backgrounds (e.g. Beyond Blue, Heads Up)? 

Townsville Multicultural Support Group, Disability employment 
agencies, Senior’s Groups, Community Groups, Local Council 
- Arts and Cultural Advisory Committee, Inclusive Community 
Advisory Committee.

 Be open to change. Change is hard, 

but no change at all can be detrimental.  

Always give people the benefit of the 

doubt.  As the leader/manager, be 

prepared to role model and influence the 

change, but always have time to listen.   
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YVONNE 
ATKINSON
Stirling Business Association 
(SBA)

In a few sentences, tell us about your business.

As a member organisation with over 40 year’s history, Stirling 
Business Association is committed to offering member focused 
services to support small and medium-sized enterprises 
(SMEs) to grow professionally and personally.

Our vision is for a strong, vibrant and economically sound 
business community within the City of Stirling.

With this in mind, our mission is to assist and support local small 
businesses and provide our members with an environment that 
fosters SBA’s values of support, friendship, collaboration and 
community to enhance their business success.

What was your situation before you began making 
changes to become more inclusive?

Our team at SBA is small (only two members of staff) and 
there actually weren’t any major concerns regarding morale, 
productivity or workplace culture. The catalyst for offering work 
experience for Aimee was that she had approached SBA and we 
didn’t see any reason not to provide that opportunity. We were 
open to how we could make it work both for her and for SBA.

What were your identified solutions and changes to 
become more inclusive? Give specific examples.

Again there was nothing specifically identified as an approach 
that we were choosing to take. With the size of our team 
there wasn’t any specific issue that we were needing to solve.  
However, the culture at SBA, fostered by CEO Yvonne, is one of 
innovation, openness, inclusivity and is solution focused.  When 
the opportunity for Aimee to join the team presented itself these 

inherent values ensured we were open to explore how Aimee 
and her needs could be accommodated while still achieving the 
organisation objectives.

What benefits have you seen throughout the business and 
wider team as a result of adopting inclusive practices?

At an organisational level it has enabled us to grow and develop 
new services that we are able to offer our members. Aimee is 
responsible for maintaining some of our existing programs (that 
align with her skill set) therefore freeing up staff time to focus 
on new offerings. 

As a team we are also more mindful of the capability within 
the team. We recognise what our individual strengths are and 
assign work that matches those skills.  It means we work 
effectively together as a well-functioning group. All members 
of the team feel valued and supported improving efficiency and 
productivity.  The output of 2.5 FTE far exceeds what would 
normally be expected from such a small team.  

What has been your strategy to address discrimination?

While there hasn’t been specific discrimination it’s useful to 
acknowledge and highlight awareness to the possibility that it 
can exist. We wish to ensure that unconscious bias is eliminated 
too.  We have done this by:

- Use of active listening and understanding individual barriers

- Fostering a supportive work environment/team members 

- Ensuring appropriate resources to mitigate any issues that 
may arise 

- Flexibility in the way tasks are completed (i.e. in working 
from home or elsewhere as needed, ability to shift 
workdays/hours as things arise).

Are there any assumptions you made about employees 
from marginalised backgrounds that other employers 
could avoid?

I would encourage employers not to underestimate the staff 
member’s perspective of the world as a result of their long term 
disability. What staff members without disability can take for 
granted in terms of confidence level, I have realised staff from 
marginalised backgrounds have often had to overcome much 
larger barriers to be where they are now.  It takes a long time 
for their perspective of the world to change and can impact how 
they approach their tasks and relationships with others.

How do you promote inclusion in your workplace and to 
the wider community?

I’m very proud of Aimee’s achievements at SBA and how we 
have accommodated her needs while continuing to achieve 
SBA’s objectives.  SBA hosts many events with our members 
and Aimee often attends these events.  While Aimee has a role 
to fulfil at these events it also serves as wider promotion that 
employees with disabilities can perform.  SBA is leading by 
example that by being inclusive in our workplace, organisational 
objectives while accommodating individual staff needs (for all 
staff, not just people with disability are being achieved. Our 
small business community can see that it is possible to be 
inclusive. At the very least it gets the conversation started.

What modifications have you made to the physical 
environment to ensure all employees are included?

We have undertaken structural building works, improved 
accessibility access to toilets and extended doorways. Purchased 
‘talk to text’ software and as a result of COVID-19 have facilitated 
the situation for Aimee to be able to work from home.

What modifications have you made to your procedures 
and available opportunities to include people that 
previously wouldn’t have been considered as a potential 
employee?

Apart from the physical changes we have undertaken we have 
designed Aimee’s working week that best suits her (i.e. four 
mornings). We have identified her strengths and abilities and we 
assign tasks based on these.  We introduce new concepts slowly 
to build her confidence and support her with additional training 
where necessary.  We encourage her to provide feedback 
to us about her requirements and foster a safe, supportive 
environment so that she is comfortable to do that. It is very 
much a ‘working together’ arrangement so solutions can be 
found.  

How have you worked to break down barriers and change 
perspectives within your workplace (e.g. staff disability 
and inclusion training)? 

As a team we talk about it at our team meetings.

What are the different methods of communication you 
use to inform employees?

We use a variety of communication methods eg. in person, 
email, by phone, text messages and more recently with the 
team working remotely due to COVID-19 we have continued to 
connect via video conferencing (Google Hangouts). The team 
hooks up each morning to check in from a workload perspective 
but also to maintain the social interactions too. During the day 
we can check in with each other using the ‘chat’ function within 
the platform.

What three pieces of advice would you give to a 
workplace looking to include a person from a 
marginalised background? 

I would encourage workplaces to:

1. Be open-minded and recognise the value from the 
individual, community and business perspectives.

2. It’s OK to acknowledge what you don’t know - you don’t have 
to have the answers to start the process. But have access to 
a professional (social worker, advocate) who you can check 
in with to support you.

3. Do it! And keep learning. 

How do you ensure that your staff are able to develop 
their skills?

We maintain regular contact around how staff are going with their 
tasks, discuss areas for development and provide the opportunity/
time for staff to work on these at a pace that is suitable.

We provide a safe space for staff to learn in.  We can role-play 
scenarios with more experienced team members to share the 
learning and expertise.

Our formal opportunity for team members to provide feedback 
is during quarterly performance reviews that have a focus on 
coaching and aligning the team member’s goals with SBA’s 
objectives.   

The benefit of a small team is that there is always the opportunity 
for team members to speak up and advocate for their needs.  Our 
culture reflects SBA’s flexible approach and will accommodate 
our staff’s needs wherever it is possible to do so. 

We have also received assistance from Disability Employment 
Services provider Ability Centre who have provided consistent 
and ongoing support for Aimee with up-skilling and training. 
This has been a significant help.

What is the long-term goal of your business to become 
more inclusive?

We wish to de-stigmatise disability in the workplace through 
visibility in the community as an inclusive workplace and to 
empower individuals with disabilities to be able to access the 
same opportunities as everyone else.

What partnerships have you made with other 
organisations to assist you to become more inclusive 
and improve your recruitment/retention of people with 
marginalised backgrounds (e.g. Beyond Blue, Heads Up)? 

Ability Centre (Disability Employment Services provider) have 
been an amazing support and have helped us learn and grow and 
best support Aimee while also recognising SBA’s objectives too.

Kaleidoscope Initiative, through City of Stirling that supports 
skilled migrants to find employment in their area of expertise.
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PAUL FLEAY
Inclusion WA

In a few sentences, tell us about your business.

Inclusion WA provides a very tailored individualised service to 
people living with disability.

What was your situation before you began making 
changes to become more inclusive?

The journey to being a diverse and inclusive workplace is also a 
journey of increased staff retention and increased productivity. 
Some years ago Inclusion WA had an annual staff turn-over 
rate of 66%. While at the time there was a diverse workforce, no 
thought was given to how included and valued the staff felt.

What were your identified solutions and changes to 
become more inclusive? Give specific examples.

The solution was to identify and implement the principles of 
inclusion within our workforce - these include feeling valued, 
being able to contribute and being someone within the work 
environment. Previously many roles within the organisation had 
been disempowered with staff told what to do and when to do it. 
They had no ability to control their environment at all. The change 
required was to take the power of the diverse workforce and 
engage them to be able to truly contribute in a meaningful way.

What benefits have you seen throughout the business and 
wider team as a result of adopting inclusive practices?

The changes have been ‘off the scale’. Staff turn-over has 
reduced to less than 5%, productivity has improved and the 
general culture of the organisation is one of camaraderie  
and connection.

What has been your strategy to address discrimination?

Primarily reducing discrimination is about education, continual 
learning and mindfulness. Most modern discrimination in the 
workplace is via forms of unconscious bias, so continually 
‘sense checking’ decisions and practices helps reduce that.

Are there any assumptions you made about employees 
from marginalised backgrounds that other employers 
could avoid?

There is a balance between the concept of treating everyone 
equally and yet understanding and benefiting from the 
differences that each person brings to the table. The primary 
assumptions were unconscious and involved treating everyone 
the same, which stretched to not taking into account the varied 
experiences, backgrounds and identities which each staff 
member brought to the workplace. What we were actually 
trying to achieve was equity which sometimes involved treating 
people differently.

How do you promote inclusion in your workplace and to 
the wider community?

It is a continual focus and conscious effort. We talk about it, we 
read about it, we think about it - and generally make it front-of-
mind in all that we do.

What modifications have you made to the physical 
environment to ensure all employees are included?

We have created universally accessible bathrooms and office 
spaces (automatic doors and so forth) but we have also spent 
time checking our materials, websites etc. to ensure they are 
all accessible to all people.

What modifications have you made to your procedures 
and available opportunities to include people that 
previously wouldn’t have been considered as a potential 
employee?

While we have flexible hours and that has been very helpful 
especially to people returning from maternity/paternity leave, 
the biggest recent change has been thinking about job carving. 
We looked at certain roles and took small, but required tasks, 
from those roles to create new opportunities. This has allowed 
us to employ some people with disability who only wanted to 
work a few hours per week.

How have you worked to break down barriers and change 
perspectives within your workplace (e.g. staff disability 
and inclusion training)? 

We have ongoing training but most of our work in this space 
comes from the significant recruitment and induction program 
we have in place. This helps to ensure we have good people with 
the right values in the first place - then we continually build 
from that. It is a never-ending process of formal and informal 
discussions, workshops and training. So we are all consciously 
thinking and being thoughtful about our people all of the time.

What are the different methods of communication you 
use to inform employees?

Variety of written forms, individual and small group 
conversations, Q and A session with senior management, open 
door policies for all management.

What three pieces of advice would you give to a 
workplace looking to include a person from a 
marginalised background? 

1. Understand equity versus equality

2. Inspect, interrogate and understand your own biases (and 
don’t be sensitive about it - we all have them but you have  
to continually think about them)

3. Don’t do ‘tick box’ training but rather have conversations  
with your people - create a culture where everyone feels 
valued for who they are and what their unique experiences 
bring to the table

How do you ensure that your staff are able to develop 
their skills?

Individual goal planning with their team managers and 
resources allocated to each team so that any professional 
development can be actioned rather than just talked about.

What is the long term goal of your business to become 
more inclusive?

It is a continuation of the journey we are on now: to never be 
satisfied that we have it right.

What partnerships have you made with other 
organisations to assist you to become more inclusive 
and improve your recruitment/retention of people with 
marginalised backgrounds (e.g. Beyond Blue, Heads Up)?

Lots of organisations with specialist knowledge. Recently, 
for example, this has focused on greater understanding of 
Aboriginal culture.

 There is a balance between the 

concept of treating everyone equally 

and yet understanding and benefiting 

from the differences that each person 

brings to the table.   

 The change required was to take 

the power of the diverse workforce 

and engage them to be able to truly 

contribute in a meaningful way.   
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