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Reconciliation
Working Group
Consumer Action is located on the land of the Kulin Nations.
We acknowledge all Traditional Owners of Country throughout
Australia and recognise the continuing connection to lands, waters
and communities. We pay our respect to cultures; and to Elders
past, present and emerging.

What role does the
Reconciliation Working Group
play within Consumer Action?

Consumer Action’s
commitment to Aboriginal
peoples:

The Reconciliation Working Group exists to lead,
enable and support Consumer Action to uphold
its commitments to Aboriginal communities and
deliver on our organisational Vision and Purpose,
guided by our Impact Framework.

1.

Consumer Action recognises and supports
the right of Aboriginal and Torres Strait
Islander peoples to self-determination in
accordance with the Declaration of the
Rights of Indigenous Peoples and commits
to working with Aboriginal and Torres
Strait Islander community owned and
delivered services; and

2.

Consumer Action is committed to
delivering culturally appropriate legal,
financial counselling and broader advocacy
services to Aboriginal and Torres Strait
Islander peoples within a culturally safe
environment; and

3.

Our policy and campaigns work will
support Aboriginal and Torres Strait
Islander peoples to advocate on consumer
issues.

Our Artwork

Creater: Dixon Patten
Dixon is a proud Yorta Yorta and Gunnai man and
has family bloodlines from Gunditjmara,
Dhudhuroa, Wiradjuri, Yuin, Wemba Wemba,
Barapa Barapa and Monaro.

Objectives
Internally the Reconciliation
Working Group will
1

Build capacity and raise awareness through:
Developing cross-organisational understanding of what is meant by
reconciliation and self-determination and why it matters.
Developing cross-organisational understanding of how self-determination
links to the work of Consumer Action.
For example:
In delivering appropriate legal and financial counselling services to Aboriginal people we
must:
•
recognise that Aboriginal people have expertise in their own life and therefore be
guided by them as to the support and resources they need to overcome the legal
or financial problems they face
•
spend time building trust both on the phones and in communities
•
get out to regional and metro community events wherever invited and support as
many staff as possible to do so
•
listen carefully to what the person is telling us and ensure that they feel listened
to and heard
•
ensure that the person’s needs are being met holistically and the client has all the
support they require to meet their immediate and long-term needs
•
provide full options and be led by a person as to their service needs (e.g. be able
to provide warm referrals to both Aboriginal and non-Aboriginal organisations
depending on what the person wants)
In addressing the systemic issues directly impacting Aboriginal peoples, we must
continually engage with and involve communities, always seek communities’ input,
listen to the communities’ concerns and support community led solutions.

Supporting staff to build their cultural competency and give them
opportunities to reflect on their own understanding and awareness of
Aboriginal history, perspectives, culture and society within Australia

We do this through providing:
•
•

resources, tools and training
an opportunity to forward questions and ideas to the Reconciliation Working
Group to answer/action
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4

Ensure that Consumer Action is a culturally safe space for staff and
clients through the development and implementation of a cultural
respect and safety framework

Ensure Consumer Action recruits and retains Aboriginal people
through the development and implementation of an Aboriginal
employment and retention strategy

Deeply embed recognition across the organisation that:
Aboriginal peoples are the true custodians of the land and sovereignty was
never ceded
Aboriginal peoples are impacted by historic and continuing injustices. These
include experiencing significant barriers in accessing the legal system,
including assistance services like those provided by Consumer Action, as well
as the resources necessary for financial inclusion and well-being
relevant to our work at Consumer Action, Aboriginal peoples’ experience
significant consumer, credit and debt issues which adversely impact on
health and well-being
the self-determination of Aboriginal peoples within Australia benefits all
Australians
as well as meeting our commitment to Aboriginal staff, clients and
communities, ensuring ours is a culturally safe organisation will benefit all
staff, all clients and all communities

The group has an
external impact by
building organisational capacity to engage with Aboriginal
peoples in culturally safe and appropriate ways and by ensuring
that Aboriginal peoples can and do access and benefit from our
services
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If we are playing this role,
how will we know
if we are achieving it?
1

There is an organisation-wide commitment (from the Board and all staff) to
advancing the self-determination of Aboriginal peoples.

Indicator(s):
ff All staff and members of the Board understand or have a growing understanding of
what Aboriginal peoples’ self-determination means and how Consumer Action seeks
to support this within the context of the work we do
ff All staff are given the opportunity to provide an Acknowledgment of Country and
feel confident doing so
ff All staff are given the opportunity and encouraged to share resources, tools and
information about Aboriginal history, cultures and societies

ff
ff

2

All staff are involved in celebrating NAIDOC
Staff are given the opportunity to ask questions of the RWG

Staff engage with Aboriginal clients, organisations and communities in a
culturally safe way

Indicators*:
ff Directors and Managers undertake specific cultural safety training for managers
ff Directors and Managers support staff to have the time and resources needed to
engage with Aboriginal communities and peoples appropriately
ff All staff attend cultural awareness and cultural safety training as part of induction and
on a regular basis
ff Lawyers at the Centre develop plain English skills
ff The percentage of Aboriginal clients who contact Consumer Action increases over
time
ff The number of Aboriginal organisations repeatedly referring clients to the Centre
increases over time
* Numbers of clients and referrals alone are not an indication that staff are engaging with
Aboriginal people in a culturally safe way. Rather, a reduction in the number of clients may
indicate a potential problem requiring further investigation. For example, if referrals from an
agency go down, this could indicate that the agency is concerned about Consumer Action’s
services and would prompt us to reach out to the agency.
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Staff feel confident about engaging with Aboriginal clients, organisations
and communities in a culturally safe way

Indicator(s):
ff Staff say they feel more confident (through survey)

ff

4

Staff take up opportunities to attend community events

More Aboriginal people work at Consumer Action (whether as staff,
secondees, interns or volunteers)

Indicator(s):
ff Within 12 months Consumer Action will have an employment and retention strategy
developed as part of its cultural safety framework.
ff Within 3 to 5 years 3% of people working at Consumer Action identify as Aboriginal
ff All positions are advertised through Aboriginal employment services as well as
mainstream employment services

5

Consumer Action retains Aboriginal people who want to work at Consumer
Action

Indicator:

ff
ff

6

Length of time Aboriginal people work at Consumer Action
Person is meaningfully able to progress their professional career, whether within the
organisation or upon leaving the organisation.

Consumer Action is a culturally safe workplace

Indicators:

ff
ff
ff
ff
ff

A cultural respect and safety framework is in place
Management team has a standing agenda item tracking the implementation of the
cultural respect and safety framework
Staff feel confident raising cultural safety concerns (through survey)
There is a clear process by which cultural safety concerns can be raised in a culturally
safe way with parties involved feeling that the issues were resolved through the
process
Consumer Action’s cultural advisor does not report cultural safety concerns
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