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About us

OUR VISION
All aged care consumers in Australia experience inclusive and accessible care

OUR PURPOSE
To build the capacity and capabilities of Australian aged care providers to deliver services 

that are welcoming, inclusive and accessible  

OUR SERVICE AREAS

Inclusive practice 
training and 
workshops 

Capacity building to 
promote cultural 

inclusion and equity

Diversity advice and 
consulting

The Centre for Cultural Diversity in Ageing is supported by Benetas & funded by the Australian 
Department of Health and Aged Care through the Partners in Culturally Appropriate Care (PICAC) 

program.



Susan Kean

Susan is the Acting Director of the Aged Care Diversity and Inclusion Section in the 
Australian Government Department of Health and Aged Care. 

She has worked across the Department for over 20 years in various roles across 
residential and home aged care policy, compliance and program management, health 
workforce, and in the International Strategies Branch on various trade agreements and 
briefings for Australian delegations attending World Health Organisation (WHO) and 
Organisation for Economic Cooperation and Development (OECD) meetings. 

Prior to working in the Department, Susan worked for ACT Health as a GP Liaison 
Officer and as the Project and Finance Officer in Women and Children's Health at 
Canberra Hospital. Her current role fulfils her passion to ensure people from diverse 
backgrounds with varied life experiences can access the person-centred care they need 
as they age.
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Specialisation Verification Timeline

30 September 2024

October 2020 – June 2022

In response to Royal Commission 
recommendation 30, Australian 

Healthcare Associates (AHA) were 
engaged to develop a draft 

Specialisation Verification Framework, 
in consultation with the special needs 

groups and providers.

June 2022 – June 2024

AHA were subsequently engaged 
again to finalise and implement the 

Specialisation Verification Framework, 
which included the assessment of 

applications and a provider support 
function.

July 2024 – Present

Administration of Specialisation 
Verification transferred from AHA to 
the Department of Health and Aged 

Care. A review is being undertaken to 
evaluate the program, including 

changes required to accommodate the 
new Aged Care Act. 
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My Aged Care Provider Specialisation Verification

Objective

• Ensure more reliable information is available to older 

people with diverse backgrounds and life 

experiences, as well as their loved ones and 

representatives, when they are making decisions 

about their aged care providers.

How?

• Through an application and assessment process to 

verify claims made by aged care providers to 

specialise in providing services to people identifying 

with the Special Needs Groups set out in the Aged 

Care Act 1997.

April 2024
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Special Needs Groups as defined 
in the Aged Care Act 1997

• people from Aboriginal and/or Torres Strait Islander 

communities

• people from culturally and linguistically diverse 

backgrounds

• people who live in rural or remote areas

• people who are financially or socially disadvantaged

• veterans

• people who are homeless or at risk of becoming 

homeless

• care-leavers

• parents separated from their children by forced adoption 

or removal

• lesbian, gay, bisexual, transgender and intersex people

Other specialisations published on My Aged Care including health conditions 

(end-of-life and dementia), faith and language are not part of the initiative.



8830 September 2024

Aged Care Bill 2024
 
community.affairs.sen@aph.gov.au.

The individual types defined in the Aged Care Bill 2024 are individuals who:

• are Aboriginal or Torres Strait Islander persons, including those from stolen generations

• are veterans or war widows

• are from culturally, ethnically and linguistically diverse backgrounds

• are financially and socially disadvantaged

• are experiencing homelessness or at risk of experiencing homelessness

• are parents and children who are separated by forced adoption or removal

• are adult survivors of institutional child sexual abuse

• are care-leavers, including Forgotten Australians and former child migrants placed in out of home car

• are lesbian, gay, bisexual, trans/transgender or intersex or other sexual orientations or are gender 

diverse or bodily diverse

• are an individual with disability or mental-ill health

• are neurodivergent

• are deaf, deafblind, vision impaired or hard of hearing

• live in rural, remote or very remote areas
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Application Process

Assessor reviews the application and follows up with 
the provider (where required)2

Provider submits an application through the My Aged 
Care Service and Support portal1

Feedback from person receiving aged care services to 
the Department through email or phone (if applicable)3

Autogenerated email sent to provider notifying 
finalisation of application4

Verified specialisation claims are published on the 
provider’s My Aged Care profile within 24 hours 
(weekday)

5
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Specialisation Verification Framework

A two-tiered approach to evidence requirements for specialisation in some 

of the diverse needs groups has been applied.

30 September 2024

Tier One 
criterion

• Tier One criterion would qualify the provider 
to deliver specialised care for diverse needs 
group. 

Tier Two 
criteria

• If a provider is unable to meet a Tier One 
criterion, they must meet four* Tier Two 
criteria to specialise in the care of individuals 
from a diverse needs group.

*For some groups, less than 4 tier two criteria are specified in the 
Framework. In these cases, all tier two criteria will need to be met, such 
as the case for the financially or socially disadvantaged specialisation.
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Criteria for the CALD specialisation
There are no Tier 1 criteria for the CALD specialisation. As such, an aged care provider must meet 4 out of the 11 

Tier 2 criteria under the CALD specialisation.
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Criteria for the CALD specialisation cont.
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Verified CALD Specialisations

• As at 1 September 2024, 350 aged care 

outlets have been verified for the CALD 

specialisation.

30 September 2024

State Verified CALD Specialisations

ACT 8

NSW 121

QLD 28

SA 19

TAS 4

VIC 146

WA 24

NT 0

TOTAL 350

ACT

NSW

QLD

SATAS

VIC

WA
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Overall Verifications

• As at 1 September 2024, there have been 1046 verified specialisations.

• No aged care outlets have been verified for care-leavers and parents separated from 

their children by forced adoption or removal. 

30 September 2024

Special Needs Group Verified Specialisations

Aboriginal and Torres Strait Islander Communities 90

Culturally and Linguistically Diverse Backgrounds 350

Live in Rural and Remote Areas 279

Financially and Socially Disadvantaged 110

Veterans 37

Homeless or at Risk of Becoming Homeless 103

Lesbian, Gay, Bisexual, Transgender and Intersex People 77

TOTAL 1046
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Verifications by Service Type

30 September 2024

Home care

Residential

Respite
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How specialisation claims 
appear on My Aged Care

[suburb and postcode]

[provider outlet name]
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Benefits of Specialisation Verification

• Helps people make informed decisions about care by improving the information 

about providers on My Aged Care

• CALD community members can find you

• Recognises providers who are going over and above to specialise in meeting the 

needs of specific diverse groups of older people

• Provides a marketing advantage

• Sets a standardised benchmark for specialised care

• Helps attract workers with diverse backgrounds and life experiences by 

recognising their skills and qualifications

30 September 2024
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Find More Information

Where to find more information: 
health.gov.au/specialisation-
verification-framework 

The Specialisation 
Verification Framework

Detailed evidence requirements

Provider guidance manual

Department of Health and Aged 
Care:
macspecialisation@health.gov.au

http://www.health.gov.au/resources/publications/specialisation-verification-final-framework
http://www.health.gov.au/topics/aged-care/providing-aged-care-services/delivering-quality-aged-care-services/about-specialisation-verification-framework
http://www.health.gov.au/resources/publications/specialisation-verification-framework-detailed-evidence-requirements-for-providers
http://www.health.gov.au/resources/publications/my-aged-care-provider-specialisation-verification-aged-care-provider-guidance-manual
https://www.health.gov.au/topics/aged-care/providing-aged-care-services/reporting/specialisation-verification-for-aged-care-services
https://www.health.gov.au/topics/aged-care/providing-aged-care-services/reporting/specialisation-verification-for-aged-care-services
https://www.health.gov.au/resources/publications/specialisation-verification-framework-detailed-evidence-requirements-for-providers
https://www.health.gov.au/resources/publications/my-aged-care-provider-specialisation-verification-aged-care-provider-guidance-manual
mailto:macspecialisation@health.gov.au
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Becoming an Aged Care Provider

• Visit the Aged Care Quality and Safety 

Commission’s website: Becoming an 

approved aged care provider | Aged Care 

Quality and Safety Commission

30 September 2024

https://www.agedcarequality.gov.au/providers/approval-accreditation/becoming-approved-aged-care-provider
https://www.agedcarequality.gov.au/providers/approval-accreditation/becoming-approved-aged-care-provider
https://www.agedcarequality.gov.au/providers/approval-accreditation/becoming-approved-aged-care-provider


2020

Diversity Support Programs

• Planning for Diversity workshop series 
opan.org.au/education/education-for-professionals/diversity-education/

• Silver Rainbow: LGBTI aged care awareness training

lgbtiqhealth.org.au/silver-rainbow-training

• Partners in Culturally Appropriate Care

• health.gov.au/our-work/partners-in-culturally-appropriate-care-picac

• Free Aged Care Translation Service

• diversityagedcare.health.gov.au

• TIS National – free interpreting services

• health.gov.au/tis-aged-care-providers 

30 September 2024

https://opan.org.au/education/education-for-professionals/diversity-education/
https://www.lgbtiqhealth.org.au/silver-rainbow-training
https://www.health.gov.au/our-work/partners-in-culturally-appropriate-care-picac
https://diversityagedcare.health.gov.au/
https://www.health.gov.au/our-work/the-translating-and-interpreting-service-tis-national-for-aged-care-service-providers
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Phone 1800 200 422 

(My Aged Care’s free call phone line)



Resources> Practice Guides

www.culturaldiversity.com.au/resources/practice-guides



Additional resources
Specialisation Verification Framework
Australian Government Department of Health and Aged Care
https://www.health.gov.au/resources/publications/specialisation-verification-final-
framework

Aged care provider guidance manual
Australian Government Department of Health and Aged Care
https://www.health.gov.au/resources/publications/my-aged-care-provider-specialisation-
verification-aged-care-provider-guidance-manual?language=en

Specialisation Verification Framework – detailed evidence requirements for providers
Australian Government Department of Health and Aged Care
https://www.health.gov.au/resources/collections/my-aged-care-provider-specialisation-
verification-resources?language=en

Specialisation Verification YouTube channel “Towards Specialisation”
Eastern SSD Partnership, SSD Connect Alliance & Bayside City Council SSD
https://www.youtube.com/@TowardsSpecialisation

https://www.health.gov.au/resources/publications/specialisation-verification-final-framework
https://www.health.gov.au/resources/publications/specialisation-verification-final-framework
https://www.health.gov.au/resources/publications/my-aged-care-provider-specialisation-verification-aged-care-provider-guidance-manual?language=en
https://www.health.gov.au/resources/publications/my-aged-care-provider-specialisation-verification-aged-care-provider-guidance-manual?language=en
https://www.health.gov.au/resources/collections/my-aged-care-provider-specialisation-verification-resources?language=en
https://www.health.gov.au/resources/collections/my-aged-care-provider-specialisation-verification-resources?language=en
https://www.youtube.com/@TowardsSpecialisation


Where to go for support





Aged Care Diversity Framework

The Framework works to embed diversity in the 

design and delivery of aged care services. 

Linked to the Diversity Framework are different 

action plans for diverse groups, including a CALD 

Action Plan.

For more information please visit: 
https://www.health.gov.au/our-work/aged-care-
diversity-framework-initiative



Inclusive Services Standards and Aged Care Quality 
Standards 

The Australian Aged Care Quality and Safety Commission 
references the Inclusive Service Standards as a key resource in 
assisting providers to comply with the Aged Care Quality 
Standards. 

Meeting the performance measures in the Inclusive Service 
Standards provides evidence that an organisation is working to 
embed an inclusive non-discriminatory approach to its delivery 
of care and services. 

Fore more information about the Inclusive Services Standards, 
visit www.culturaldiversity.com.au/resources/inclusive-service-
standards



Everyone has a story – free learning module

Everyone has a story: Delivering culturally inclusive 

care module by the Aged Care Quality and Safety 

Commission was created in partnership with the

Centre for Cultural Diversity in Ageing. 

To learn more visit: 

culturaldiversity.com.au/training-development/
everyone-has-a-story

https://www.culturaldiversity.com.au/training-development/everyone-has-a-story
https://www.culturaldiversity.com.au/training-development/everyone-has-a-story


Communication Cards & Aged Care Signage

Bilingual Communication Cards, Phrases & Signage depict a wide 

range of daily activities & situations. They can be used to prompt 

discussion, assist with directions & clarify a client’s needs.

The Cards cover themes such as:

• Food, Drink

• Personal Care

• Feelings, Pain

• Religion, Spirituality

• Medical & Health Specialists.

They’re available in approx. 70 languages & free to download from 
our website.

Go to Multilingual Resources on the home page
culturaldiversity.com.au

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


Practice Guides

• Culturally Inclusive Feedback

• Communication 

• End-of-Life Care

• Food and Nutrition

• Living Environment

• Ten Steps to Developing a Diversity, Equity and Inclusion 

Plan in Aged Care

• Spiritual Support

• Working with Bilingual Staff

• Interpreters Policies

• Accessing Diverse Media 

• Digital Inclusion

• Accessing Interpreter Services

• Effective Co-design with Consumers from Culturally and 

Linguistically Diverse Backgrounds

Download from 

culturaldiversity.com.au

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


Podcast

To listen visit:

culturaldiversity.com.au/news-and-events/podcasts

https://www.culturaldiversity.com.au/news-and-events/podcasts


Poster

Download from 

culturaldiversity.com.au/about/promotional-posters

http://www.culturaldiversity.com.au/about/promotional-posters


Resources Partnership Program

The Resources Partnership Program supports aged care organisations to embed key diversity 
resources into their learning management systems, learning and development programs, and 
internal communication campaigns.

How to join the program:

• Review the 10 resources.
• Use the form on our website to select the resources you’d like to use.
• Complete the form and agree to our terms and conditions.
• We’ll contact you to discuss your needs.
• We’ll supply you with links, images, text and SCORM files.

The Resources Partnership Program is open to Australian Government funded and subsidised aged 
care organisations.

Visit: culturaldiversity.com.au/resources/resources-partnership-program

https://www.culturaldiversity.com.au/resources/resources-partnership-program


Different languages, same aged care 

One of the 2021 Aged Care Royal Commission’s key recommendations was to ensure that diversity 

is core business in aged care. Different languages, same aged care is funded by the Department of 

Health and Aged Care in partnership with Think HQ and aims to:

• Enhance the ability of senior Australians to access information through the timely 

and targeted provision of translating and interpreting services 

• Produce and translate information to allow aged care providers to communicate 

key written messages to their care recipients in languages other than English and 

other accessible formats

Aged care providers can request in-language materials for free through a dedicated website 

by registering their request + any additional materials they want translated at

diversityagedcare.health.gov.au

https://diversityagedcare.health.gov.au/


My Aged Care Provider Specialisation Verification

• The Royal Commission into Aged Care Quality and Safety recommended that providers’ diverse needs 
specialisation claims are verified to improve accuracy and reliability of providers’ profiles on My Aged 
Care. 

• As part of its response to Recommendation 30 a(iii) – Designing for diversity, difference, complexity 
and individuality, the Government implemented the My Aged Care Provider Specialisation 
Verification initiative on 27 June 2022.

o The initiative puts in place a mechanism to check the accuracy of claims made by providers to 
deliver specialist care for older people with diverse backgrounds and life experiences. 

• Prior to this date, providers could indicate that they provide specialised care without verification of 
these claims.

Objective

• Ensure more reliable information is available to older people with diverse backgrounds and life 
experiences, as well as their loved ones and representatives, when they are making decisions about 
their care providers.

o The initiative helps people find the care that is right for them on My Aged Care and identify 
providers that are going above and beyond to specialise in the care of specific groups.



Verifying specialisation claims on My Aged Care

• Aged care providers may choose to offer specialised services for people:

 with diverse experiences, backgrounds, and characteristics

 who identify with one or more of the groups defined as having special 
needs in the Aged Care Act 1997.

• To claim specialisation through My Aged Care, providers must deliver care that:

 is sensitive to the needs of these individuals

 goes beyond the baseline obligations of the Aged Care Quality Standards.

• Applying to have specialisation claims verified is voluntary, however if a provider 

wishes to claim on My Aged Care to specialise in providing care to one or more 

diverse needs groups, they need to satisfy the criteria set out in the 

Specialisation Verification Framework.

• Only claims that have been verified through this initiative are visible to 

consumer My Aged Care. 

 Other specialisations are also published on My Aged Care, such as 
languages and health conditions. These are not a part of this initiative, and 
at present there is no plan to verify these. 



Partners in Culturally Appropriate Care program

The Centre for Cultural Diversity in Ageing is funded through the Department of Health and Aged 
Care, PICAC program. 

The Centre forms part of the PICAC Alliance, a national body comprising PICAC funded 
organisations across Australia. 

The Alliance aims to be a voice and discussion conduit into information, training and resources to 
inform aged and community care services.

picacalliance.org

http://www.picacalliance.org/


culturaldiversity.com.au

Centre for Cultural Diversity in Ageing

CCDAAUS

For more information, good practice stories and resources visit

Feel free to contact us at info@culturaldiversity.com.au

http://www.culturaldiversity.com.au/
https://www.linkedin.com/company/centre-for-cultural-diversity-in-ageing
https://www.youtube.com/user/CCDAAUS
mailto:mailto:info@culturaldiversity.com.au
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