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The CALD community is rich and diverse and can’t be 
categorised in any one way.  For example, we have 
people who have lived in Australia for multiple generations 
and others who have arrived recently as migrants or 
humanitarian entrants.

Experiences vary as do the cultures which our CALD Lived 
Experience Workforce (LEW) represents. This version 
of the Standards and Guidelines attempts to respect 
and celebrate those differences and our strengths, while 
acknowledging our common humanity and what our Lived 
Experience Workforce brings to both the sector and our 
organisations.

The acronym CALD does not define us or adequately 
express our diversity, however for the sake of aligning 
with widely used language we have chosen to use this 
terminology.

Lived Experience Workforce Program (LEWP) CALD 
Standards and Guidelines Consultation Group, 2016
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Recovery focuses on people recovering a quality of life in 
their community while striving to achieve their full potential.  

Recovery does not necessarily mean “cure”. It goes beyond 
the reduction of symptoms and considers an individual’s 
wellness from a holistic point of view that includes their 
relationships, their involvement within community, their 

general wellbeing and a sense of empowerment.

Peer support is rooted in the knowledge that “hope is 
the starting point from which the journey of recovery 

must begin.” Peer support workers can inspire hope and 
demonstrate the possibility of recovery.  They are valued 
for their authenticity because they relate to the challenge 

and have found their way to recovery (Mental Health 
Commission of Canada: Guidelines for the Practice and 

training of Peer Support 2013).

NGO CALD MENTAL HEALTH 
LIVED EXPERIENCE WORKFORCE

STANDARDS AND GUIDELINES
SELF ASSESSMENT TOOL

©2018 Lived Experience Workforce Program (LEWP), MHCSA
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There have been a number of studies undertaken about the 
Lived Experience Workforce.  Within Australia, the Health 
Workforce Australia Mental Health Peer Workforce Study 
is a useful link for organisations embarking on employing 
Lived Experience Workforce. 

http://pandora.nla.gov.au/pan/133228/20150419-0017/
www.hwa.gov.au/sites/default/files/HWA_Mental%20
health%20Peer%20Workforce%20Study_LR.pdf

It is critical that as Non-Government Organisations 
(NGOs) we seek to understand, support and celebrate the 
Lived Experience Workforce from diverse backgrounds 
including Aboriginal and Torres Strait Islander, Culturally 
and Linguistically Diverse, Gender and Sexually Diverse 
(LGBTIQ), youth, older people and others who live outside 
the dominant culture of our society.  In order to honour and 
celebrate the unique experiences and strengths of this 
workforce, we have participated in a co-design process 
with cultural representatives from the Lived Experience 
Workforce to develop Standards and Guidelines that 
have meaning to LEWs from diverse backgrounds.1  By 
doing this, we contribute to ongoing de-stigmatising of the 
workplace, embedding an open and mindful culture and 
going beyond rhetoric to the type of organisation we all 
want to work for: one that sets high standards and supports 
staff to get there.

1  This document is specific to the CALD NGO Mental Health Lived Experience 
Workforce. See separate Standards and Guidelines documents for mainstream/GSD 
(LGBTIQ) and Aboriginal NGO Mental Health Lived Experience Workforces.

A Lived Experience Worker is:
“A person who is employed in a role that requires them to identify as being, or 
having been a mental health consumer or carer. Peer work requires that Lived 

Experience of mental illness is an essential criterion of job descriptions, although 
job titles and related tasks vary.”

(Health Workforce Australia [2014]: Mental Health Peer Workforce Study).

The Lived Experience Workforce is a rich and diverse group 
who offer a unique perspective within our organisations 
and for consumers/customers of our services.  The role of 
peer workers, consumer consultants, carer consultants and 
all the other Lived Experience roles contribute to service 
delivery and to the culture of our organisations.

BACKGROUND
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The NGO Mental Health Lived Experience Workforce Standards and Guidelines are intended to assist 
organisations that employ staff as mental health Lived Experience Workers.  These Standards and 
Guidelines offer a self assessment template to measure how your NGO is tracking in a successful and 
powerful implementation and ongoing support of your Lived Experience Workforce.

There are six Standards with associated Guidelines.  Each Standard has defined elements and 
suggested evidence for meeting the criteria for that element.  These can be added to by the NGO if there 
is additional evidence of meeting the Standard or element.

The template is intended as a self assessment.  Once the initial assessment is completed, an Action Plan 
should be developed to address any gaps.  NGOs can elect to assess against all Standards and then 
develop one plan to address gaps, or they may elect to address one Standard at a time.

HOW TO USE

CALD Mental Health Lived Experience Workers are a valuable part of 
mental health services.

The organisation provides a safe and healthy workplace that takes 
into account the needs of CALD Mental Health Lived Experience 
Workers.

Wellbeing of all staff regardless of their beliefs or cultural background, 
is promoted through the culture, leadership, policies and procedures 
of the organisation.

Personal information about a CALD Mental Health Lived Experience 
Worker’s health status is not discussed without their expressed 
permission. 

Flexible and reasonable supports are in place within the culture of 
the organisation to ensure CALD Mental Health Lived Experience 
Workers are supported to work to the best of their ability.

All relevant staff including management have access to training 
and supervision.  This includes cultural awareness training so that 
managers and colleagues have a basic knowledge and understand 
about working in a culturally respectful way together.

SUMMARY OF STANDARDS

one

two

three

four

five

six

©2018 Lived Experience Workforce Program (LEWP), MHCSA
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Standard 1 - CALD Mental Health Lived Experience Workers are a valuable part of mental health 
services.
Key Elements Useful Resources
1. Organisational commitment (Peer Work studies)
2. Workforce planning eg. Certificate IV in Mental Health Peer Work
3. Recruitment and retention
4. Remuneration – payment and work conditions

Self assessment rating against above Standard:

Indicator and Evidence Actions Person(s) Responsible Due 

MET MET IN PART NOT MET
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ELEMENT AND INDICATORS EVIDENCE

1.1 Organisational commitment: Organisational commitment is articulated in governance and strategy.

Examples of indicators:

• The organisation’s Constitution and Board 
structure requires a person from CALD 
background, preferably with Lived Experience, 
is on the Board and the CALD Board Member is 
offered support and mentoring to be able to fulfill 
the role. This may be “seconded/co-opted” or 
invited role.

• The organisation’s Strategic Plan discusses the 
value of a workforce that includes CALD Mental 
Health Lived Experience Workers.

• The Board and senior Leadership have 
approved strategies to employ CALD Mental 
Health Lived Experience Workers. 

Examples of evidence:

• Constitution

• Strategic Plan
 
• Strategy documented, signed off and 
implemented/being implemented

©2018 Lived Experience Workforce Program (LEWP), MHCSA
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YOUR INDICATORS YOUR EVIDENCE

System indicator met All key elements addressedNOYES NOYES
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ELEMENT AND INDICATORS EVIDENCE

1.2 Workforce planning: Employment of CALD Mental Health Lived Experience Workers is proactively 
undertaken as part of trans-disciplinary workforce considerations. (An example of a trans-disciplinary 
team is one that has multiple programs working together with CALD individuals and families as clients).

Examples of indicators:

• CALD Mental Health Lived Experience Workers 
are included in all mental health teams and 
programs within the organisation.

• The value of CALD Mental Health Lived 
Experience Workers in the workforce is talked 
about in the Workforce Development Plan.

• Elements of the Workforce Development Plan, 
relating to CALD Lived Experience Workforce, 
are written into operational plans at all levels.

• Senior leaders and managers are supported 
through training/mentoring and support, to 
understand the unique needs of, thereby 
effectively recruiting/leading/supporting, CALD 
Lived Experience Workforce.

Examples of evidence:

• Case plan documents

 • Workforce Development Plan

• Operational plans

• Training/mentoring/support systems in place for 
senior leaders and managers and evidence that 
these are used

• Trans-disciplinary team minutes

©2018 Lived Experience Workforce Program (LEWP), MHCSA
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YOUR INDICATORS YOUR EVIDENCE

System indicator met All key elements addressedNOYES NOYES
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ELEMENT AND INDICATORS EVIDENCE

1.3 Recruitment and retention: Recruitment and retention strategies that include CALD Mental Health 
Lived Experience Workforce are documented and implemented. 

Examples of indicators:

• The organisational Workforce Development 
Plan discusses a strategy and actions to 
employ and support CALD Mental Health Lived 
Experience Workers. 

• The Job Description for CALD Lived Experience 
positions clearly outlines their role, rights, 
responsibilities and relationships with other 
positions in the organisation. 

• CALD Lived Experience Workers, non-CALD 
Lived Experience Workers and colleagues in non-
Lived Experience positions, in equal roles, are 
paid equally.

• Strategies are in place to support the retention 
of CALD Lived Experience Workers in the 
workplace.

• In vacancy advertising for Lived Experience and 
mainstream roles, a statement is included that 
welcomes and values the unique experience, 
skills and knowledge of CALD people.

• Interview panels for CALD specific roles include 
someone from a CALD background, preferably 
with Lived Experience of mental illness.

• Candidates, who are interviewed but 
unsuccessful in applying for a Lived Experience 
role, receive a follow up phone call.

Examples of evidence:

• Workforce Development Plan

• Recruitment and retention strategy

• Position descriptions

• Remuneration policy and processes

• Job vacancy advertisements welcome and 
encourage applications from CALD people

©2018 Lived Experience Workforce Program (LEWP), MHCSA
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YOUR INDICATORS YOUR EVIDENCE

System indicator met All key elements addressedNOYES NOYES
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ELEMENT AND INDICATORS EVIDENCE

1.4 Training: Training is provided to all staff to ensure understanding of CALD Mental Health Lived 
Experience roles and the contribution they make to the workplace. NOTE: Training is further developed 
in 6. Training and Supervision.

Examples of indicators:

• The benefits of CALD Mental Health Lived 
Experience Workforce is explained and 
discussed during Orientation Training.

• Workshops or training, which is co-developed 
and delivered with CALD Lived Experience 
Workers where practical, are available for all 
mental health staff so they understand the 
roles of CALD Mental Health Lived Experience 
Workers.

• For teams that include CALD Mental Health 
Lived Experience Workers, their colleagues 
are confident and clear about the purpose and 
responsibilities of their CALD Lived Experience 
colleagues and how to work together effectively.

• Non-CALD team members feel confident to 
respectfully utilise the expertise and perspective 
of CALD Lived Experience colleagues and value 
the contribution they bring to the team.

Examples of evidence:

• Induction and orientation process documents

• Workshop and training calendar

• Training records

• Team meeting minutes

• Feedback from CALD Mental Health Lived 
Experience Workers

©2018 Lived Experience Workforce Program (LEWP), MHCSA
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YOUR INDICATORS YOUR EVIDENCE

System indicator met All key elements addressedNOYES NOYES
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Standard 2 - The organisation provides a safe and healthy workplace that takes into account the 
needs of CALD Mental Health Lived Experience Workers.
Key Elements Useful Resources
1. Orientation and Induction Creating mentally healthy workplaces - http://www.com-

care.gov.au/promoting/Creating_mentally_healthy_work-
places 

Heads Up - https://www.headsup.org.au/healthy-workplac-
es/strategies-for-healthy-workplaces/action-plan

Mindful employer - https://www.mindfulemployer.com.au

2. Policies
3. Resources
4. Industrial and financial 
considerations

Self assessment rating against above Standard:

Indicator and Evidence Actions Person(s) Responsible Due 

MET MET IN PART NOT MET
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ELEMENT AND INDICATORS EVIDENCE

2.1 Workplace Induction and Orientation: CALD Mental Health Lived Experience Workers may at 
times face unique safety situations depending on their personal circumstances.  Therefore, Work Health 
and Safety specific to CALD Mental Health Lived Experience Workforce should be discussed during 
induction and orientation training for all staff. 

Examples of indicators:

• During Workplace Induction and Orientation, 
CALD Lived Experience Workers receive 
clear guidance regarding their role, rights and 
responsibilities, including their personal (cultural, 
physical, spiritual, psychological and emotional) 
safety.

• The role, rights, responsibilities and benefits of 
CALD Mental Health Lived Experience Workforce 
is included in the induction and orientation 
for all new staff, resulting in an organisational 
awareness of the roles of CALD Lived 
Experience Workers.

• The organisation recognises that many 
staff from CALD backgrounds experience on-
going social, economic, political and systemic 
disadvantage and many enter the workforce 
having experienced traumatic or unsafe 
situations. 

• All mental health workers within the organisation 
(CALD and non-CALD) have the same Induction 
and Orientation training.

• The Induction and Orientation training is 
documented.

Examples of evidence:

• Induction and orientation material

• Induction and orientation records

• Feedback from CALD Mental Health Lived 
Experience Workers

©2018 Lived Experience Workforce Program (LEWP), MHCSA
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YOUR INDICATORS YOUR EVIDENCE

System indicator met All key elements addressedNOYES NOYES
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ELEMENT AND INDICATORS EVIDENCE

2.2 Policies: Work Health and Safety and Human Resources policies are specific in relation to CALD 
Mental Health Lived Experience Workers. 

Examples of indicators:

• The Organisation has demonstrated 
commitment to a healthy workplace, for example 
through developing a personalised Wellness 
(Mental Health) and Safety Action Plan with all 
staff.

• Working safely for the CALD Lived Experience 
Worker is adequately expressed in specific  Work 
Health and Safety policies and procedures such 
as –
     o Working safely with clients
     o Working alone
     o Duty of care for the safety of others 
     o Duty of care for one’s own safety
(Feedback or review by CALD Lived Experience 
staff will be useful here).

• HR policies address the support of CALD Lived 
Experience Workforce.  For example, access to 
another CALD or non-CALD colleague (with or 
without Lived Experience) of their choice, to act 
as peer mentor. The peer mentor could also be 
someone from outside the organisation.

• Staff who take on a peer mentor role receive 
appropriate training to become culturally 
competent and mentor with competence. 

• CALD Lived Experience role applicants 
and those who become employed within the 
organisation are informed of relevant Human 
Resources and Work Health and Safety policies 
that support CALD Lived Experience Workers 
within the organisation. 

• All staff in mental health programs/teams are 
made aware of Human Resources and Work 
Health and Safety policies, with reference to 
CALD Lived Experience Workforce.

Examples of evidence:

• Lived Experience staff review  Work Health and 
Safety policies relevant to their role

• Content of relevant  Work Health and Safety 
policies and procedures

• Recruitment process for Lived Experience roles

• Team meeting minutes

• Training records

©2018 Lived Experience Workforce Program (LEWP), MHCSA
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YOUR INDICATORS YOUR EVIDENCE

System indicator met All key elements addressedNOYES NOYES
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ELEMENT AND INDICATORS EVIDENCE

2.3 Resources: All CALD Mental Health Lived Experience Workers are provided with essential work 
resources to complete their role, for example, office space and appropriate technology.

Examples of indicators:

• Resources appropriate to the role described in 
the Job Description are provided.

• Direct Line Managers who are not experienced 
in managing CALD Lived Experience Workers 
are provided with expert guidance and support 
so their staff have the necessary resources to do 
their job well.

• CALD Lived Experience Workers report that 
they have adequate resources to do their job.

• Private space is provided for CALD Lived 
Experience Workers to carry out their role 
comfortably and confidentially if required, e.g. 
during phone calls to participants.

Examples of evidence:

• Documentation of support provided to Direct Line 
Managers

• Supervision records

• Feedback documentation

• Available quiet, private space

©2018 Lived Experience Workforce Program (LEWP), MHCSA
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YOUR INDICATORS YOUR EVIDENCE

System indicator met All key elements addressedNOYES NOYES
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ELEMENT AND INDICATORS EVIDENCE

2.4 Industrial and Financial Considerations: Some CALD Mental Health Lived Experience Workers 
enter the workforce after a period of not working.  For this reason, it is important that such prospective 
colleagues understand what is expected of them as an employee, and have access to information to 
support them as they return to the workforce.

Examples of indicators:

• Job Descriptions clearly define the role of the 
CALD Lived Experience Worker and how they 
interact with other roles.

• Job Descriptions/contracts clearly define the 
pay rate and conditions of the specific CALD role.

• Where relevant, applicants for roles within 
the CALD Lived Experience Workforce are 
encouraged to consult with the appropriate 
agency (e.g. Centrelink) regarding financial 
implications of working.

• CALD Lived Experience Workers have the 
opportunity to become fully aware of policies and 
are supported in the event they have a period of 
being unwell.

Examples of evidence:

• Job Descriptions of Lived Experience staff

• Recruitment process documentation – e.g. 
checklist

• Existence of relevant policies and procedures

• Systems to communicate policy and procedures in 
place

• Support systems such as EAP

©2018 Lived Experience Workforce Program (LEWP), MHCSA
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YOUR INDICATORS YOUR EVIDENCE

System indicator met All key elements addressedNOYES NOYES
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Self assessment rating against above Standard:

Indicator and Evidence Actions Person(s) Responsible Due 

MET MET IN PART NOT MET

Standard 3 - Wellbeing of all staff regardless of their beliefs or cultural background, is promoted through 
the culture, leadership, policies and procedures of the organisation.
Key Elements Useful Resources
1. Culture LGBTIQ  - SA Strategy for Inclusion of LGBTIQ People 2014 – 2016

https://publicsector.sa.gov.au/people/diversity/lgbtiq-people/

LBTIQ - companion document to above: ‘Including You’ http://www.dcsi.
sa.gov.au/__data/assets/pdf_file/0018/37071/Including-You-Guide_FA-web.pdf

Rainbow Tick accreditation https://www.qip.com.au/standards/rain-
bow-tick-standards/ 

https://www.reconciliation.org.au/reconciliation-action-plans/

2. Quality and HR Systems
3. Code of Conduct
4. Leadership
5. Policies and procedures
6. Specific groups 
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ELEMENT AND INDICATORS EVIDENCE

3.1 Culture: Celebration of diversity is embedded in organisational culture.

Examples of indicators:

• Celebration of all cultural groups is part of the 
culture of the organisation.

• Staff climate surveys are for staff to give 
feedback about what their organisation is like 
to work for. CALD Lived Experience staff are 
consulted to ensure the survey questions are 
respectful of culture. 

• Workplace orientation and induction addresses 
wellbeing of all staff regardless of their 
backgrounds beliefs or culture. 

Examples of evidence:

• Strategic plan

• Operating plans

• Staff climate survey reports on diversity, 
specifically that the workplace is safe, welcoming 
and respectful

• There is visible evidence of an inclusive 
environment, such as HR forms, signs, posters, 
events that celebrate diversity e.g. NAIDOC Week, 
Refugee Week

• Supervision notes

©2018 Lived Experience Workforce Program (LEWP), MHCSA
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YOUR INDICATORS YOUR EVIDENCE

System indicator met All key elements addressedNOYES NOYES
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ELEMENT AND INDICATORS EVIDENCE

3.2 Quality and HR systems: Quality and HR systems and processes address and support staff from 
all backgrounds.

Examples of indicators:

• Quality accreditation (standards that an 
organisation has to meet) makes sure that 
Aboriginal cultures are addressed, valued and 
supported.

• Workforce development planning clearly and 
specifically addresses CALD staff.

• Recruitment and retention systems and 
processes directly encourage CALD Lived 
Experience Workers to join the organisation and 
supports them to stay in their roles.

• The wellbeing, social and cultural needs of 
CALD Lived Experience Workers are valued and 
integrated into work design and practice.

• A flexible workplace where staff can manage 
personal and professional obligations, with 
agreed understanding in place about how 
flexibility will and can be managed.

Examples of evidence:

• Number and percentage of Lived Experience staff 
from diverse groups working at different levels of 
the organisation

• Number and percentage of staff from diverse 
groups working in Lived Experience roles

• Percentage of Lived Experience staff from diverse 
backgrounds

• Percentage of Lived Experience staff from diverse 
backgrounds who remain in the organisation 
beyond 2 years

• Job vacancy advertisements welcome and 
encourage applications from CALD people

• HR policies

©2018 Lived Experience Workforce Program (LEWP), MHCSA
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YOUR INDICATORS YOUR EVIDENCE

System indicator met All key elements addressedNOYES NOYES
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ELEMENT AND INDICATORS EVIDENCE

3.3 Code of Conduct (respectful behavior in the workplace): The Organisational Code of Conduct 
addresses staff from all backgrounds, beliefs and cultures.

Examples of indicators:

• Staff from diverse backgrounds are involved in 
the co-design of the Code of Conduct/Respectful 
Behaviour.

• Code of Conduct/Respectful Behaviour 
document and training specifically address 
diversity through agreed respectful behaviours, 
attitudes and values.

• Code of Conduct/Respectful Behaviour training 
is delivered throughout the organisation.

• Evidence of staff behavior consistent with Code 
of Conduct/Respectful Behaviour.

• Long term retention of CALD Lived Experience 
Workers demonstrates Code of Conduct/
Respectful Behaviour training is successful.

• Management create and maintain a safe 
environment where CALD staff can express 
issues relating to the Code of Conduct/Respectful 
Behaviour.

Examples of evidence:

• Training records

• Staff climate survey results that address diversity

• Supervision notes

• CALD staff feedback

©2018 Lived Experience Workforce Program (LEWP), MHCSA
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YOUR INDICATORS YOUR EVIDENCE

System indicator met All key elements addressedNOYES NOYES
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ELEMENT AND INDICATORS EVIDENCE

3.4 Leadership:  Leaders understand and support CALD Mental Health Lived Experience Workers in 
the workplace.

Examples of indicators:

• Leadership training and professional 
development explores leading CALD Lived 
Experience Workforce.

• Leaders receive Cultural Awareness training 
to attain a deeper and more meaningful 
understanding of CALD cultures, which assists 
them to lead CALD Lived Experience Workforce.

• Leaders have access to effective support and 
expertise (for example through CALD mentors) to 
assist them to lead and support the CALD Lived 
Experience Workforce. 

• The organisation accesses a Cultural 
Supervisor (inside or outside the organisation) to 
support practice and leadership. 

• Leaders at all levels demonstrate values 
consistent with CALD Cultural Awareness and 
embrace diversity.

• The organisation actively supports applications 
from people from CALD backgrounds for 
leadership positions, and has appropriate 
systems in place to facilitate this.

• The organisation actively supports career 
pathways for CALD Lived Experience staff into 
leadership roles.

• Diversity is openly discussed in team meetings 
as required or necessary.

Examples of evidence:

• Training records

• Minutes of team meetings

• Staff climate survey

• All staff feedback 

• Access to Cultural Supervisors

• Recruitment and advertising material

• Staff personal development plans and supervision 
records

• Workforce Development Plan

• Staff from CALD backgrounds in leadership roles

©2018 Lived Experience Workforce Program (LEWP), MHCSA
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YOUR INDICATORS YOUR EVIDENCE

System indicator met All key elements addressedNOYES NOYES
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ELEMENT AND INDICATORS EVIDENCE

3.5 Policies and procedures:  Policies and procedures clearly communicate the organisation’s values 
about CALD perspectives.

Examples of indicators:

• Relevant policies and procedures acknowledge 
the diversity of CALD perspectives. 

• HR policies and procedures that address people 
from diverse groups also specifically address 
Lived Experience staff from diverse CALD 
perspectives. 

• Policies and procedures are discussed at team 
meetings at all levels as required to make sure 
they continue to support the wellbeing of the 
CALD Lived Experience Worker.  Discussion is 
about “how we live” this policy.

• The organisation actively builds an environment 
that embraces cultural diversity.

Examples of evidence:

• Policies and procedures

• Minutes of team meetings

• Staff climate survey results that address diversity

• Staff feedback

• CALD staff retention maintained

• The behaviours of staff reflect a positive attitude 
and understanding of cultural diversity

©2018 Lived Experience Workforce Program (LEWP), MHCSA
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YOUR INDICATORS YOUR EVIDENCE

System indicator met All key elements addressedNOYES NOYES
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ELEMENT AND INDICATORS EVIDENCE

3.6  Specific Groups.
Examples of indicators:

GENDER AND SEXUALLY DIVERSE (GSD OR 
LGBTIQ) 
• The organisation uses self audit tool (e.g. 
Rainbow Tick or similar) for standards for gender 
and sexually diverse staff.
• All staff understand and participate in the 
Rainbow Tick.

ABORIGINAL AND TORRES STRAIT ISLANDER 
PEOPLE
• The Organisation has a Reconciliation Action 
Plan.
• All staff understand and participate in the 
Reconciliation Action Plan.

CALD
• The organisation has implemented the 
Australian Diversity Council checklist/
accreditation for how well they are doing with 
cultural diversity.
• Organisation participates in the Racism Stops 
with Me campaign.
• Quality systems have documented indicators 
for recruitment and support of CALD staff, with 
specific reference to Lived Experience staff.
• All staff understand and participate in the 
resulting Cultural Diversity strategy.

Examples of evidence:

• Rainbow Tick or similar is completed and regularly 
reviewed

• Reconciliation Action Plan (RAP)

• Cultural Diversity Strategy

• Workforce Development Plan 

• Recruitment and Retention strategy

©2018 Lived Experience Workforce Program (LEWP), MHCSA
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YOUR INDICATORS YOUR EVIDENCE

System indicator met All key elements addressedNOYES NOYES
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Self assessment rating against above Standard:

Indicator and Evidence Actions Person(s) Responsible Due 

MET MET IN PART NOT MET

Standard 4 - Confidentiality: Personal information about a CALD Mental Health Lived Experience 
Worker’s health status is not discussed without their expressed permission.
Key Elements Useful Resources
1. Policies and Work Directives
2. Orientation and Induction
3. Training
4. Line management

©2018 Lived Experience Workforce Program (LEWP), MHCSA
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ELEMENT AND INDICATORS EVIDENCE

4.1 Policies and Procedures: All policies and procedures relating to confidentially clearly outline how 
they apply to CALD Mental Health Lived Experience Workforce.

Examples of indicators:

• Where policies and procedures have a 
confidentiality section, employee as well as client 
confidentiality is included. 

• Confidentiality policies clearly outline if, how 
or when a CALD Lived Experience Worker’s 
wellbeing (mental health) is discussed within the 
organisation, as part of their role. 

• Confidentiality Policy states how the 
organisation will show duty of care and respect 
the rights of all staff including CALD Lived 
Experience Workers, to choose the degree to 
which they disclose diagnosis and the history of 
their mental health as part of their role and within 
the workplace. 

• CALD Lived Experience Workers report that 
their confidentiality is respected.

Examples of evidence:

• Confidentiality policy

• Systems in place to manage confidentiality

• Supervision notes

©2018 Lived Experience Workforce Program (LEWP), MHCSA
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YOUR INDICATORS YOUR EVIDENCE

System indicator met All key elements addressedNOYES NOYES
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ELEMENT AND INDICATORS EVIDENCE

4.2 Orientation and Induction: All new employees are made aware of policies and guidelines relating 
to the confidentiality of staff during Workplace Orientation and Induction with specific mention of CALD 
and non-CALD Mental Health Lived Experience Workforce. 

Examples of indicators:

• Orientation and Induction Training and 
documentation address confidentiality for all staff 
and specifically addresses the confidentiality of 
CALD Lived Experience staff.

• Feedback from staff following Orientation 
and Induction is that they understand the 
confidentiality policy in relation to CALD Lived 
Experience staff.

• CALD Lived Experience Workers report that 
they feel their confidentiality is being valued and 
respected.

Examples of evidence:

• Orientation material

• Orientation records

• Supervision notes

• CALD staff feedback

©2018 Lived Experience Workforce Program (LEWP), MHCSA
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YOUR INDICATORS YOUR EVIDENCE

System indicator met All key elements addressedNOYES NOYES
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ELEMENT AND INDICATORS EVIDENCE

4.3 Training: Training in policies and practices relating to confidentiality is in place for all staff.

Examples of indicators:

• Training material for confidentiality addresses 
staff as well as client confidentiality.

• Managers and others in leadership roles receive 
training or support in confidentiality, to manage 
the confidentiality of CALD Lived Experience 
Workers. 

• For teams who have CALD Lived Experience 
Workers, confidentiality training specifically ad-
dresses policy in relation to CALD Lived Experi-
ence Workers.  Training is ongoing.

• Feedback from staff following confidentiality 
training is that they understand the confidentiality 
policy in relation to CALD and non-CALD Lived 
Experience staff.

Examples of evidence:

• Training material

• Team meeting minutes

• CALD staff feedback

©2018 Lived Experience Workforce Program (LEWP), MHCSA
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YOUR INDICATORS YOUR EVIDENCE

System indicator met All key elements addressedNOYES NOYES
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ELEMENT AND INDICATORS EVIDENCE

4.4 Line Management: In line with organisational policy, line management supports the choice of the 
CALD Lived Experience Worker regarding how much of their Lived Experience is shared. 

Examples of indicators:

• Line Managers understand and can apply the 
Confidentiality Policy in relation to CALD Lived 
Experience Workers.

• Line Managers receive appropriate supervision 
training to enable them to support and encourage 
CALD Lived Experience Workers in decision 
making about disclosure.

• Feedback from CALD Lived Experience 
Workers is that their confidentiality is valued and 
respected.

Examples of evidence:

• Supervision records – Line Manager and Lived 
Experience Worker

• Staff climate survey

• CALD staff feedback

©2018 Lived Experience Workforce Program (LEWP), MHCSA
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YOUR INDICATORS YOUR EVIDENCE

System indicator met All key elements addressedNOYES NOYES
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Self assessment rating against above Standard:

Indicator and Evidence Actions Person(s) Responsible Due 

MET MET IN PART NOT MET

Standard 5 - Flexible and reasonable supports are in place within the culture of the workplace to ensure 
CALD Mental Health Lived Experience Workers are supported to work to the best of their ability. 
Key Elements Useful Resources
1. Flexible and reasonable 
adjustments
2. Support mechanisms
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ELEMENT AND INDICATORS EVIDENCE

5.1 Flexible and reasonable adjustments to employment in the workplace: In keeping with modern 
workplace practices, policies are in place regarding the supports available to all staff including CALD 
Mental Health Lived Experience staff.  Due to their unique position, there may be a need to consider 
reasonable changes (sometimes called Reasonable Adjustments) to maintain health and wellbeing.  For 
example: flexible or part-time hours, changed location, leave of absence or flexibility to attend external 
appointments related to health and wellbeing.

Examples of indicators:

• Human Resources policies allow for reasonable 
flexibility for adjustments within Job Descriptions 
of CALD Lived Experience roles, to support the 
worker in staying well and through any periods of 
un-wellness.

• Cultural Supervisors are available to support 
leaders and staff to respect and use reasonable 
adjustments and flexibility.

• Work Health and Safety policies and structures 
are in place to support reasonable flexibility. 

• Leaders are equipped to support CALD Lived 
Experience Workers with flexibility, to support 
them in their role.

• Reasonable flexibility and adjustments in 
the workplace are written down, documented 
and agreed upon between the CALD Lived 
Experience Worker and their manager.

• CALD Lived Experience Workers report that the 
flexible adjustments are in place and are working 
for them.

• Managers report that reasonable flexibility for 
CALD Lived Experience Workers are appropriate 
and within organisational guidelines. 

Examples of evidence:

• Documents to record reasonable adjustments are 
in place and used

• HR and WHS policies and procedures

• Supervision notes

©2018 Lived Experience Workforce Program (LEWP), MHCSA
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YOUR INDICATORS YOUR EVIDENCE

System indicator met All key elements addressedNOYES NOYES
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ELEMENT AND INDICATORS EVIDENCE

5.2 Maintaining Social and Emotional Wellbeing Support: To maintain social and emotional wellbeing 
support for CALD Mental Health Lived Experience Workers, policies and practices regarding appropriate 
and available support are communicated to them.  Examples include Employee Assistance Programs 
and wellbeing plans or similar. 

Examples of indicators:

• HR policies and procedures refer to or outline 
support within the Organisation for all staff 
including CALD Lived Experience Workers.

• Work Health and Safety arrangements provide 
necessary wellbeing support for CALD Lived 
Experience Workers, when and if required.

• Wellbeing support for all staff, including CALD 
Lived Experience Workers, is addressed during 
Induction and Orientation and Supervision.

• Induction and Orientation plans for CALD Lived 
Experience Workers include the development 
and documentation of wellbeing support 
arrangements. 

• Processes are in place so that wellness plans 
(or similar) continue to be updated according to 
need.

Examples of evidence:

• Induction and orientation records

• Supervision notes

• Wellness plans

• System for review of wellness plans

• EAP brochures and information are visible and 
accessible

©2018 Lived Experience Workforce Program (LEWP), MHCSA
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YOUR INDICATORS YOUR EVIDENCE

System indicator met All key elements addressedNOYES NOYES
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Self assessment rating against above Standard:

Indicator and Evidence Actions Person(s) Responsible Due  

MET MET IN PART NOT MET

Standard 6 - All relevant staff including management have access to training and supervision.  This 
includes cultural awareness training so that managers and colleagues have a basic knowledge and 
understand about working in a culturally respectful way together.
Key Elements Useful Resources
1. Orientation and Induction  Trauma Informed Care and Practice

http://www.mhcc.org.au/?s=Trauma+Informed+Care

http://www.samhsa.gov/nctic/trauma-interventions 

2. Training and Development
a. Front line
b. Leadership
3. Line management:
a. Supervision
b. Peer mentoring
4. Trauma Informed Care

©2018 Lived Experience Workforce Program (LEWP), MHCSA
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ELEMENT AND INDICATORS EVIDENCE

6.1 Workplace Orientation and Induction: All new employees receive a formal and consistent induc-
tion and orientation that embraces the work of Lived Experience employees.

Examples of indicators:

• If the CALD Lived Experience Worker feels 
confident, they can contribute to the design of 
workplace Orientation and Induction training. 

• Human Resources policies refer to the 
orientation process with specific reference for 
CALD Lived Experience Workers.

•  Orientation and Induction clearly outlines the 
values, skills and roles of CALD Lived Experience 
Workers within the organization. 

• During Orientation and Induction, CALD Lived 
Experience Workers are given the opportunity 
to discuss and review their Job Description 
with a Line Manager, to make sure there is a 
shared understanding of their role, rights and 
responsibilities.  The purpose of a wellness plan 
(or similar) may also be discussed at this time.

Examples of evidence:

• Policies

• Orientation development process

• Orientation material

• Induction process

• CALD staff feedback 

©2018 Lived Experience Workforce Program (LEWP), MHCSA
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YOUR INDICATORS YOUR EVIDENCE

System indicator met All key elements addressedNOYES NOYES
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ELEMENT AND INDICATORS EVIDENCE

6.2a Training, Development and Supervision – front line mental health staff: The training, 
development and formal Supervision of front line employees is valued and relevant to their role.

Examples of indicators:

• Relevant training is developed by the 
organisation in consultation with CALD Lived 
Experience Workforce, should they wish to be 
involved. 

• Where possible, all Lived Experience training is 
developed and delivered with at least one CALD 
Lived Experienced worker as a facilitator/co-
facilitator.

• Certificate IV in Mental Health Peer Work or 
equivalent is the minimum desired qualification 
for employees in a Lived Experienced role in 
mental health.

• CALD Lived Experience Workers receive 
regular Supervision and reflective practice in line 
with the rest of the team.

• Reflective practice specifically addresses 
the experiences and cultural perspectives of 
how mental health and stigma is understood, 
interpreted and responded to in different cultures. 

Examples of evidence:

• Training policies and procedures

• Training records

• Position Descriptions

• Supervision records

• CALD staff retention

• CALD staff feedback

©2018 Lived Experience Workforce Program (LEWP), MHCSA
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YOUR INDICATORS YOUR EVIDENCE

System indicator met All key elements addressedNOYES NOYES
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ELEMENT AND INDICATORS EVIDENCE

6.2b Training and Development - Leadership: CALD Mental Health Lived Experience Workers are 
always managing their wellbeing in the workplace. It is important that leaders are skilled in leading CALD 
Mental Health Lived Experience Workers.

Examples of indicators:

• Leadership training for those leading CALD 
Lived Experience Workers will include cultural 
awareness, safety and inclusion.

• There is proof that the learning outcomes of 
leadership training are being transferred into the 
workplace.

• Leaders receive Supervision training.

• Leaders receive Supervision about their work 
practice.

Examples of evidence:

• Professional development and training records

• Follow up of training indicates that learning is 
being used in the workplace

• Supervision notes

• CALD staff feedback

• CALD staff retention

©2018 Lived Experience Workforce Program (LEWP), MHCSA
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YOUR INDICATORS YOUR EVIDENCE

System indicator met All key elements addressedNOYES NOYES
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ELEMENT AND INDICATORS EVIDENCE

6.3 Line Management - Supervision, Peer Mentoring: Organisations value Lived Experience by pro-
viding appropriate supervision and peer mentoring.

Examples of indicators:

• Supervision for CALD Lived Experience Work-
ers is provided regularly by the organisation and 
takes into account the CALD Lived Experience 
Worker’s values and skills development. 

• Line Managers receive Supervision (including 
Cultural Supervision) and Cultural Awareness 
training, which allows them to support and further 
develop the skills and values that are an integral 
part of the CALD Lived Experience role. 

• Opportunities to participate in peer mentoring 
are offered to CALD Lived Experience Workers, 
either within the organisation or with someone 
outside the organisation. 

Examples of evidence:

• Supervision notes

• Training records

• CALD staff feedback

©2018 Lived Experience Workforce Program (LEWP), MHCSA



59

YOUR INDICATORS YOUR EVIDENCE

System indicator met All key elements addressedNOYES NOYES
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ELEMENT AND INDICATORS EVIDENCE

6.4 Trauma Informed Care: The principles of Trauma Informed Care and Practice (TICP)  are seen 
as essential elements of practice and are embedded into the training, support and supervision of all 
employees; in particular, those involved in service delivery and human resources functions.

Examples of indicators:

• The principles of Trauma Informed Care will 
be evidenced in policies or procedures relating 
to training and supervision for all mental health 
staff, including and with specific reference to 
the unique needs of CALD Lived Experience 
Workforce. 

•  All staff working in mental health programs/
teams (including CALD Lived Experience 
Workers and staff in leadership positions) receive 
training in Trauma Informed Care, OR

• The organisation can demonstrate planning 
towards all mental health staff receiving Trauma 
Informed Care training, prioritising those 
employees with management responsibilities to 
staff and service delivery.

• There is evidence that learning is transferred 
to the workplace, e.g. Trauma Informed Care is 
discussed at team meetings.

Examples of evidence:

• HR policies and procedures

• Availability of Trauma Informed Care training to 
relevant staff

• Training plans

• Training records

• Team meeting minutes

©2018 Lived Experience Workforce Program (LEWP), MHCSA
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YOUR INDICATORS YOUR EVIDENCE

System indicator met All key elements addressedNOYES NOYES
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Carer Consultant Carer consultants are people who have previously or currently care for 
a person living with a mental illness. They are employed by NGOs and 
public mental health services and have a good knowledge of the mental 
health system and the issues that are faced by families and other carers.

Code of Conduct A document that describes how staff are expected to behave and treat 
each other and clients in a respectful manner.

Cultural Awareness Cultural awareness is the ability to recognise the different beliefs, 
values and customs that someone has based on that person’s origins. 
It allows a person to build more successful personal and professional 
relationships in a diverse environment.

Cultural Diversity Cultural diversity is a form of appreciating the differences in individuals. 
The differences can be based on gender, age, sex, ethnicity, sexual 
orientation, and social status.

Cultural Supervisor A person (who may not be in the organisation) who can provide 
Leadership Supervision and mentoring for leaders of CALD or Aboriginal 
workforce.

Diversity Diversity takes in a broad range that encompasses cultural diversity, 
sexual orientation, gender, youth and older people.  Diversity creates a 
richness in our workforce and practice that can’t be underestimated.

Employee Assistance 
Program (EAP)

Employee Assistance Program (EAP) is a work-based intervention 
program designed to identify and assist employees in resolving personal 
problems (e.g. marital, financial or emotional problems; family issues; 
substance/alcohol abuse) that may be adversely affecting the employ-
ee’s performance.  It is usually confidential and employees don’t need to 
inform their employer that they are using the program.

GSD Gender and Sexually Diverse [GSD] community. This is positive 
terminology generated from within this community to describe individuals 
who experience their gender and/or sexuality differently from the 
dominant culture.

Induction Usually combined with Orientation. Refers to the process of introducing 
a new comer to their new employer/organisation and work environment, 
with the aim of facilitating smooth transition for an employee into their 
new workplace.

©2018 Lived Experience Workforce Program (LEWP), MHCSA
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LGBTIQ Lesbian, Gay, Bisexual, Trans, Intersex and Queer.  A descriptor 
referring to the following groups of people –
• Lesbian – a woman who is sexually attracted to and may fall in love 
with another woman.
• Gay – a omosexual man who is sexually attracted to and may fall 
in love with another man; also a generic term for same-sex attracted 
people both male and female
• Bisexual – a person who is attracted to both men and women
• Trans – a more recent and broadly adopted umbrella term that refers 
to all the identities within the gender identity spectrum.  Transgender 
people experience a mismatch between their gender identity of gender 
expression and their assigned sex. They may or may not choose to 
access medical interventions (e.g. hormone replacement of gender 
reassignment).  This identification is independent of sexual orientation 
as transgender people may identify as heterosexual, homosexual, 
bisexual or asexual.
• Intersex – An umbrella term for a spectrum of gender variations rather 
than a single category.  Intersex people are born with physical, hormonal 
or genetic features that are neither wholly female nor wholly male; or a 
combination of male and female; or neither male or female.
• Queer or “questioning” - The term queer has been reclaimed by people 
in the LGBTIQ (GSD) community more recently and is used widely to 
describe community of gender or sexually diverse people without using 
acronyms or labels.  Some prefer this term as they do not feel they fit the 
other labels and see it as an identification of who they ARE NOT rather 
than who they ARE.  Others may not feel as comfortable to be assigned 
this label.

Lived Experience 
Worker (LEWs)

An umbrella term for a consumer or carer who is employed in a role 
where the learning from their Lived Experience of mental illness and 
recovery, and their ability to apply this to work practice, is explicitly 
specified as a criteria of the role.
An umbrella term for a person who is employed in a role where their 
Lived Experience of mental illness, either as a consumer or carer is 
explicitly specified in the role.

Lived Experience 
Workforce

People who are employed in a role that requires them to identify 
as being, or having been a mental health consumer or carer. Lived 
Experience of mental illness is an essential criterion of their job 
descriptions, although job titles and related tasks vary.

Non-Lived Experience 
Workers

Mental health workers who don’t have the requirement of disclosing 
mental ill health in their job description.  Generally don’t May or may not 
have Lived Experience of mental illness.

Orientation Usually combined with Induction - a process over a period of time aimed 
at familiarising new staff with the workplace. The aim of any orientation 
program is to facilitate smooth transition of an employee into their new 
workplace.
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Peer Mentor Someone trusted who has also experienced mental ill health and 
recovery, and acts as a sounding board and can offer suggestions or 
options.  May be inside or outside the organisation.

Peer Worker Peer Workers are people with Lived Experience of mental illness and 
recovery as either a consumer or carer, and use their Lived Experience 
to foster hope and support others living with mental illness.  Within this 
document, Peer Workers tend to be paid for their work.

Quality accreditation Conforming to a pre-existing standard that the organisation has 
evidence they are meeting.  E.g. Psychosocial Rehabilitation Support 
Standards.

Rainbow Tick The Rainbow Tick Standards are applicable to any organisation, 
regardless of industry, and supports organisations to develop and 
implement inclusive practices for the LGBTIQ community. The rainbow 
tick is accredited through QIP (Quality Innovation Performance).

Reasonable 
adjustments

Individualised flexibility within the boundaries of a job description – i.e. 
getting the job done in a flexible way.

Reconciliation Action 
Plan

Reconciliation Action Plans (RAPs) provide a framework for 
organisations to realise their vision for reconciliation.
RAPs are practical plans of action built on relationships, respect and 
opportunities.  They create social change and economic opportunities for 
Aboriginal and Torres Strait Islander Australians.  Reconciliation Action 
Plans must be approved by Reconciliation Australia.

Staff climate survey A survey, usually conducted annually, where staff of an organisation are 
asked to rate how their organisation is going in areas such as values, 
leadership, organisational culture, cultural awareness, team cohesion 
and work health and safety.

Trans- or multi-
disciplinary teams

Multi-organisation or program group supporting a consumer in their 
recovery journey.  For example mental health, housing, employment, 
Govt., NGO, clinical/non-clinical.  The aim is to provide individualised 
holistic/whole of person/wrap around support for the recovery journey.

Trauma Informed Care 
and Practice (TICP)

TICP is a strengths-based framework that is responsive to the impact 
of trauma, emphasising physical, psychological, and emotional safety 
for both service providers and survivors, and creates opportunities for 
survivors to rebuild a sense of control and empowerment.

Wellness Action Plan/
Wellbeing Plan

A plan that anyone in the organisation can have that describes their 
plan for staying well in the workplace.  Can also include an agreement 
about what to do if that person is experiencing early signs of becoming 
unwell.  The plan is always mutually agreed between worker and their 
supervisor/manager.

Worker with Lived 
Experience

A mental health worker who has Lived Experience of mental illness, 
either as a consumer or carer, but is not in a role where their Lived 
Experience is disclosed or part of the Position Description.
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