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Talking about trauma-informed 
practice with service users
This guide offers simple, respectful language you can use to explain trauma-
informed care. Use it to build trust, clarify expectations, and support choice.

“Our organisation is committed to providing services in a trauma-informed way. That means we focus on 
making this a place where you feel safe to be yourself, where people support and treat you with respect. We 
recognise your strengths, your identity and culture. We also think about how trauma may have affected you, 
your family or community.”

Notes / Personalise:

2. What to expect from us

1. What is trauma-informed practice?

“You have a say in all decisions about your care. 
I want to understand your needs and make 
decisions together about how best to help you.”

 “From time to time I’ll ask you how you’re finding 
the support that we’re offering and if you’d like me 
to change anything in how we support you.”

“Your culture, values, beliefs and identity matter 
to us. We respect them.”

“Helping you find supportive people and resources 
is very important to us.”

“If you would like to discuss difficult or painful 
experiences in your life, we can do this at your own 
pace. You can choose when to talk about them, or 
how much detail you want to go into when sharing 
your story”.

“It is important that I understand how trauma 
has impacted on your life and how you’re going. 
Everyone has their own way of coping with trauma, 
and I would like to know what works for you.”
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“You can ask questions or tell me if anything 
doesn’t feel right. You don’t have to talk about 
anything before you’re ready to share.”

 “What you’ve been through matters. “When 
you feel ready, I’m here to listen and support 
you, without judgement.”

 “We’ll work together to find ways to help you 
feel better — you know your life best.”

“I want to make sure this space feels safe 
and welcoming, and that your identity, culture, 
and experiences are respected when we work 
together.”

“At first, I wasn’t sure if this service would be any different. I’ve had bad experiences before — people talking 
over me or making assumptions. But this worker spoke differently. They gave me time and didn’t rush me. 
They asked what I wanted help with, used simple words, and checked in to see if I was okay to keep going. 
When I said I didn’t know how to fill out a form, they didn’t make me feel dumb. They just offered to go 
through it with me and reminded me I was in control of what I shared.

What meant the most was when they asked about my connection to Country and talked about how being 
away from that can be tough. They didn’t just see me as someone with problems — they saw where I came 
from and what I’ve been through. It made me feel like they actually understood. For the first time in a long 
time, I thought — maybe this is a place I can come back to.”

Notes / Personalise:

4. Letting people know 
you’re here to listen

3. Understanding trauma

“These impacts are real and understandable. 
Trauma can have lasting effects, but with the 
right support, people can heal and recover.”

“Sometimes trauma is caused by a single event; 
other times, it’s the result of ongoing or repeated 
harm. It can affect how someone feels in their 
body, how they relate to others, and how they see 
the world.”

“Trauma can happen when someone goes through 
very stressful, frightening, or overwhelming 
experiences that feel out of their control. These 
might include violence, abuse, discrimination, 
family breakdown, or unsafe living situations.”

“Trauma affects people in different ways, 
but it often occurs when someone’s emotional 
or physical safety is threatened and their ability 
to cope is overwhelmed. It’s not just about what 
happened — it’s about how it was experienced 
and how it continues to affect the person.”

Service user Daren’s experience of trauma-informed engagement
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