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Holistic Strategies for Inclusive Service 
Delivery.

Standard 1: Commitment to inclusive services 
• What are the steps we’re taking to achieve board/executive commitment 

to move from our current state to future desired state of inclusion and 
belonging for our people, our clients, our communities?

Standard 2: Developing systems that support inclusive services
• How does this translate to the bottom line benefits for our consumers?
• how do we capture diverse voices to help create the business case?
Standard 3: Capacity building for inclusive services 
• How do we build a highly skilled and compassionate workforce where D&I 

is hard-wired to achieve person-centred practices? 
• And as part of this how do we build internal advocacy, employee network 

groups and self-sustaining programs?



Our diversity & inclusion strategy aspiration

A place where everyone feels safe and confident to 
be themselves, where diversity 
is valued to co-create a better world.



Always welcoming you, 
exactly as you are. 
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Who are we . 
Uniting is the services and advocacy arm of the 
Uniting Church NSW & ACT.

We work to inspire people, enliven 
communities and confront injustice.

Uniting is one of the largest not-for-profit 
community service providers in NSW and the 
ACT with one of the largest ranges of services 
on offer.
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Diversity and Inclusion is embedded in 
our culture. 
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Diversity & Inclusion is 
embedded in our brand.
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Diversity & Inclusion is 
embedded in our brand.



D&I is embedded in our service delivery.



D&I is embedded in our service delivery.
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D&I is embedded in our practice. 

“Proud of who I am”

“Where I belong”

“My independence”

“Without 
judgement”

“I’m able to do the things that are 
important to me ”

“I’m meeting new friends that 
speak my language”

“Understanding  cultural respect matters 
to me”

“Having two dads is family to me” “My supports to live independently   are 
tailored for me” 



https://vimeo.com/453871911/6fe8967fc3


Where do you start?
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So why tackle a D&I Strategy in the first place ?

“Diversity and inclusion is part of our DNA”. 

10 Year Vision 

Mission and 
legacy 

BrandTarget Culture  Employee 
Value 

Proposition Capability 
Framework

Your Voice 
results   Safety

Customer 
Promise

Intersectionality Consistency  Authenticity Evolution 

So, what’s our opportunity?

Our inaugural D&I Strategy will support D&I maturity at Uniting. 

It will achieve greater authenticity and consistency in our D&I practice across the 
organisation.

We will consolidate, build on our past successes and confront opportunities to better 
live our values for inclusion. 

Maturity



D&I foundations and challenges. 
Research conducted (Aug-Oct 2019):
• 34 business interviews
• 15 staff focus groups 
• 4 D&I network surveys 
• Expert interviews and reviews
• Over 250 participants 
• D&I data analysis 
• Desktop research.
Overseen by D&I Strategy Working Group
*client input limited

Our DI aspirations go 
beyond the traditional 

mandate of 
employees

CALD, LGBTI and Aboriginal & 
disability inclusion are priorities. 

Gender & generational inclusion are 
emerging needs

We have shared & 
unique inclusion 

agendas to balance

Strong employee 
networks and 

Executive sponsors 
enable diverse 

voices 

Place-based targets 
work.  We need 

supportive recruiting 
systems and  
managers.

Mature narratives 
& stories (over 
facts/figures)

Geography and 
service setting 

matter 

This can’t be 
‘another Pitt 

Street initiative’ 

Middle Managers 
make change 

Leaders drive 
culture

We’re respectful but not 
always bold enough.

What’s 
measured gets 

managed 
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D&I maturity journey from celebration to 
inclusion & belonging

O 
Not on the 

journey

1 
Compliance 

only

2 
Moving 
beyond 

compliance

3 
Business case 
understood

4 
Integrated 

approach to 
diversity 

5 
Inclusive & 
equitable

§ Motivated by 
compliance

• Business case 
understood

• Representation 
numbers are a 
means to an end

• Inclusive definition 
of diversity with 
the vision of 
creating and 
equitable 
environment

§ Support groups 
that are 
historically 
disadvantaged

§ Adhoc diversity 
initiatives

§ No plan to 
integrate 
diversity within 
culture

• Understood by 
leaders as an 
essential 
element of 
growth

• Integrated 
with systems/ 
processes

• Diversity is a 
core value 

• Achieved vision of 
equity

• Business case 
deeply understood

• Diversity needs no 
special 
consideration –
considered part of 
the fabric

• Encourage other 
organisation to 
move along the 
continuum

Adapted from Equity Continuum© Trevor Wilson

2020 2023



Hard truths,  hope & 
belonging





Executive 
Sponsorship

Aboriginal inclusion 
Executive Sponsor
Ngumba-Dal Network

Sue Shilbury
Director, Children, Youth 
and Families 

LGBTI inclusion Executive 
Sponsor
Pride Network

Jill Reich
Director, Customer, 
People and Systems 

CALD inclusion Executive 
Sponsor
CALD Network

Mary Carpenter
Director, Governance, 
Risk and Quality

Disability inclusion 
Executive Sponsor
Disability Network

Simon Furness
Director, Property 
& Housing

Representing 
my 

directorate/my 
team - our 

capacity and 
our 

contribution

me as a leader 
of the 

organisation

My role as 
Cohort  

champion/
sponsor (LGBTI, 
CALD, Disablity, 

Aboriginal)

Me as People 
Manager, 
everyday

My own 
identity: it's 

personal 
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Standard 1: Strategy in action.



Example



Proud supporter of these CampaignsAdvocacy 
Racism. 
It Stops with Me Campaign
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Marriage Equality 
Campaign

Asylum Seekers Campaign

Religious 
Freedom Bill



Standard 2:Targeted Recruitment.
By actively marketing to diverse  communities we not only attract diverse clients but also 
employees from diverse backgrounds



Standard 3: Education, tools etc.
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Inclusive communication.

Staff surveys 
in 6 languages

SOURCE – ENGLISH  TARGET – ARABIC  

 

 واسعو الخیال

نتحدى ما ھو تقلیدي، ونستكشف فرصاً جدیدة ونجرؤ على الحلم 
 .بمستقبل أفضل

 

 عطوفون

نُعرف بالرعایة والكرم والاھتمام بمشاعر الآخرین في أقوالنا 
 .وأفعالنا

 

 محترمون

 .نعمل بأمانة ونزاھة، ونفتح قلوبنا لكل الناس بدون استثناء

 

 جریئون

 .نواجھ الظلم بجسارة ونقف مع الحق بثقة وقوة

 

Uniting’s Values 
in 8 languages

Include promise & H 
brochures

Uniting’s Customer 
service promise in 16 

languages

Uniting’s service brochures  
available in multiple languages
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What we’ve learnt

Standard 2
Systems & 
processes

Standard 1
Leadership 

commitment

ü Involve all levels of the organisation with diverse voices being part 
of the solution

ü Create safe spaces for diverse voices to be heard and a structure to 
strengthen diverse voices

ü When consulting and doing diagnostics 
you’re actually implementing the 
strategy

ü Don’t underestimate the power of 
consultations in achieving hope, 
awareness and buy-in

ü Demonstrate visible Executive Sponsorship and 
leadership

ü Embed commitment to diversity & inclusion within 
your organisation’s core values and mission

ü Empower leaders to create safe spaces
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Standard 3
Building 

capacity of 
our people



https://vimeo.com/448799873/63a2a2b5da


Our aspiration
A place where everyone feels safe and confident to 
be themselves, where diversity 
is valued to co-create a better world.





Margaret Teuma (She/Her)

Diversity & Inclusion Specialist
Maltese Australian, opera lover, foreign 
film tragic, lover of the Australian bush



Get in touch
1800 864 846
uniting.org
diversityandinclusion@uniting.org


