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For more information visit 
phoenixaustralia.org/tip-tools

Healthy boundaries within your team support emotional safety, prevent 
re-traumatisation, and encourage respectful peer relationships. 

Good practices for discussing stressful experiences 
or service users’ trauma

•	 Ask before sharing: “Can I check-in about 
something that came up in a session? It involves 
some trauma content - are you okay to hear a bit 
about it?”.

•	 Select the right time and place: Share sensitive 
content in private spaces and when people have 
the time to listen.

•	 Use structured supports for processing: 
Supervision and reflective practice can help 
make sense of complex interactions or emotional 
content, even after you’re no longer affected by 
them. Using them regularly can help reduce the 
cumulative effects of supporting people who 
have experienced trauma.

Role balance

•	 Rotate responsibilities to avoid having one 
worker carrying an extra load: e.g., always having 
the same front of desk worker after hours or 
the same worker supporting service users with 
complex family violence.

•	 Give permission to opt out of tasks or supporting 
particular service users if a worker finds work 
triggering or they don’t have the necessary skills 
or supports.

Self-awareness and co-regulation

•	 Take the time to assess if you’re affected by 
a colleague’s story or your own. Scan your body 
for signs of stress and pay attention to your 
thoughts and feelings.

•	 Use grounding and self-soothing (e.g., 
relaxed posture, calm tone, slowing down the 
conversation) to help you and your colleague 
feel calm. 

•	 It’s okay to say that you are not in a position 
to have the conversation.

Language to pause or slow down conversations

•	 “Let’s pause for a moment - this is feeling 
a bit intense, maybe we can bring this to 
supervision?”.

•	 “Thanks for sharing that. I want to make sure 
we’re both okay. Would it be alright to shift the 
focus to how this is sitting with you now?”.

•	 “Let’s pick this up when we have more time. 
Are you free this afternoon?”.

Other strategies/approaches our team could try:

Setting healthy boundaries 
within your team
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Responding to trauma disclosure

•	 Be clear about your role in supporting disclosure 
of traumatic experiences.

•	 Before having a conversation about trauma, 
consider how much time you have, the space 
you are in and your capacity to help.

Use the Supporting safe trauma disclosures tool for 
practical tips on talking about trauma experiences 
with service users.

What other strategies could be useful?

“Having good boundaries is not about just 
setting limits or having a one-off conversation 
about my role. It’s about having a collaborative 
relationship where the person I support knows 
what to expect from me and feels like we have 
a plan. It’s also about them respecting me and 
my time. Things can change so it’s an ongoing 
conversation. “

Relate
Warmth and respect

Regulate
Create calm, monitor and
manage own responses

Respond
Boundaries,

instructions, or
problem-solving

Setting healthy boundaries 
with service users
Healthy boundaries with service users protect emotional wellbeing 
and foster trust. 

Clarify your role

•	 Be upfront about what your role is and is not. 
“I want to help you with... so I’ll focus on 
supporting you with...”

•	 Explain what will happen next, and what support 
looks like in practice.

•	 Set expectations around communication, 
safety, and follow-up support. This should be 
a collaborative conversation based on the 
person’s needs and fit with your service model.

Setting boundaries and co-regulation

People need to feel safe and calm to hear 
information.   

•	 Relate: Before telling people about your role 
or expectations, make sure they feel seen and 
respected by you. 

•	 Regulate: Help people feel calm by attending to 
your own emotions (co-regulate) – calm tone of 
voice, relaxed posture, slow breathing. Monitor 
your own responses. 

•	 Respond: Once a person feels calm and safe with 
you, then set expectations or discuss boundaries.

http://phoenixaustralia.org/tip-tools
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