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A roadmap infographic on addressing workplace discrimination, offering guidance for aged care workers facing
bias and helping providers implement consistent intervention strategies.

A resource to help recognise, address, and prevent discrimination, fostering a more
inclusive and respectful environment for all involved in aged care



HOW TO DEAL WITH
DISCRIMINATION IN THE
AGED CARE WORKPLACE

Equipping aged care providers and staff
with an evidence-based, step-by-step
guide to addressing racism directed at
their employees can promote
consistency and provide the sector with
the tools needed to take effective
action.

This roadmap is designed specifically
for aged care providers and workers. It
aims to guide aged care workers facing
discrimination toward seeking support
while encouraging providers to address
the issue and support their workforce
effectively.



How to deal with discrimination in the aged care workplace:  A roadmap for action
How to read the roadmap: 

Start in the green section.
The green section is neutral, the amber section is where formal written warnings are issued, and the red section is where a formal notice of termination may be served. 
Providers and clients should strive to remain in the green section. Providers should apply actions in the amber and red sections only after efforts in the green section have been tried. 
The term ‘client/family’ represents the client (older person) and/or their family. 
Action items in the amber and red sections should only be actioned by staff with delegated authority and not frontline staff. 
The number of ‘red flags’ or formal notifications of instances of racial discrimination before action is taken are indicative only. Organisations must determine their own threshold for how many red flags they are
prepared to tolerate per client/family and over what length of time. The nature and severity of the incident must also determine their course of action. 

Investigate and discuss
internally

Escalate, investigate and
discuss internally

First incident with
client/family

Second incident with
client/family

Third incident with
client/family

Escalate, investigate and
discuss internally

Fourth incident with
client/family

Terminate the
contract

Have an open-door policy

Managers should  build rapport
with frontline staff so that they feel
safe to report incidents of racism. 

Immediate outcomes might be:
If the staff member is distressed, refer them to
the organisation’s Employee Assistance Program
(EAP)
Establishing whether the incident is an
occupational health and safety (OHS) issue

Possible solutions might be:
To culturally match staff and clients, if possible,
especially if the work is sensitive (e.g. shower day)
If culturally matching staff and clients is not possible,
consider rotating the staff caring for the client so that
the staff member can have a break. 
Consider pairing staff members together so that they
have extra support for challenging work situations. 

Investigate and discuss with the
client/family

Emphasise that staff have a right to
be safe at work and that respect is
the basis for good quality care.
Discuss and implement possible
solutions. 
Check in with the client/family to see
how things are going. 

Refer the matter to senior staff
Seek advice from the organisation’s
Human Resources and OHS teams. 
Decide if a written warning letter should
be issued. 
Plan to follow-up more frequently with
the client/family. 

Issue first written warning letter to
the client/family

Emphasise that staff have a right to
be safe at work and that respect is
the basis for good quality care.
Emphasise that if racist incidents
continue, then the provider may
discontinue their service.

Check-in
more

frequently
with the

client/family

Escalate to leadership
team
Provide second warning
notice

Red flag or incident of
racism/discrimination

Written warning that is issued to
the client/family 

Legend

Issue second written warning letter to
the client/family

Emphasise that staff have a right to be
safe at work and that respect is the
basis for good quality care.
Emphasise that if racist incidents
continue, then the provider will
discontinue their service

Issue a notice of termination of the contract in
consultation with the senior leadership team.
In the termination letter to the client/family,
provide a generous notice period.
Provide a list of other agencies in the local
area (if available) that can service the
client/family.


