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Supporting service users with
disclosing trauma experiences

Practical guidance for workers supporting service users

Give control:

Starting a
conversation .
about trauma

Explain your role and
confidentiality limits.

Clarify why you're asking about
trauma and how it may help.
Let them choose what, when,
and how to share.

Offer options (e.g. talking vs
writing, timing, pace).

Remind them they can pause
or stop anytime.

Pace and choice:

Supporting :
disclosure

Encourage sharing the level of
detail they are comfortable with.
Remind them they can pause
or stop anytime.

Ensure there is enough time
for them to share their story,
feel calm and not rushed.

Listen and validate:

Let them speak — Use minimal
prompts and avoid interruptions.
Reflect and paraphrase to show
understanding.

Validate their feelings without
judgement.

Check in:

Ending
conversations
and planning
next steps

For more information visit
hoenixaustralia.org/tip-tools

Ask how they’re feeling and
address any worries about how
sharing may have affected them.
Talk with them about what they
need — whether it's support to
feel calm when they get home, or
to keep sharing their story if they
choose.

Remind them of available
supports or coping strategies
that have worked in the past.
Acknowledge their courage and
thank them for their trust.
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Create safety and trust:

Foster a non-judgemental,

calm space.

Be transparent about where

and how information is recorded
or shared.

Acknowledge any fears, shame,
or doubts.

Address any concerns about
impacts of sharing on themselves,
worker, or other people.

Stay aware of your own responses
and triggers.

Provide support:

Be present by tuning in to their
emotions and responding in
ways that help them feel heard
and safe.

Model calmness — Your tone
and body language help create
safety.

Remind them of coping
strategies and calming
techniques.

Set clear, respectful boundaries
if the person becomes
distressed.

Plan next steps:

Help them identify what
support feels right — no rush
to decide.

Clarify follow-up options and
how to reconnect with you or
the service.

Gauge what follow-up feels
right for them — some may
want a set time to reconnect,
others may prefer to reach out
when ready.
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Prompts to be used when discussing trauma
experiences with service users

Starting a
conversation
about trauma

Supporting
disclosure

Ending
conversations
and planning
next steps

For more information visit
hoenixaustralia.org/tip-tools

“Would you like to talk about
whether now is a good time and
place to better understand your
trauma experiences?”

“Some people have had difficult
and traumatic experiences, which
continue to impact their lives in
some way. If it’s OK with you, we
can spend a bit of time trying

to understand whether this is
something that is affecting you?”

“That sounds incredibly tough —
thank you for trusting me with it.”

“It’s completely valid to feel the
way you do after what you’ve
been through.”

“It’s okay to take your time —
there’s no rush.”

“Is there anything else you’d like to
share before we finish?”

“How are you feeling after this
conversation?”

“Would you like to talk about any
next steps or supports that might
help?”
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“You can share what happened
to you when you’re ready. You can
share as much or as little detail as
you’d like. We can take our time.”

“Does it feel right to let me

know about what you have
experienced? Or is there a better
person to talk about this with?”

“How is being reminded of your
trauma affect you? How does it
affect your feelings, your thoughts,
and your actions?”

“Would it help to talk about what’s
been getting you through or
what’s helped you cope so far?”

“You might notice certain feelings
or thoughts come up later. Would
it help to think about ways to
manage them?”

“Thank you for trusting me with

your experience. It took courage to
share.”
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