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Diversity, 
Equity and 

Inclusion 
Strategy

ETC’s pathway to create 
 a better future for our 

staff and customers.



Acknowledgement of Country
ETC acknowledges Aboriginal and Torres Strait islander Peoples as the First 
Peoples of this nation. We acknowledge the Traditional Owners of the living  
lands where our services are delivered, and pay our respects to the Elders  

– past, present and future – of those communities.
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ABOUT THE STRATEGY

ETC’s 
Commitment  
to Diversity, 
Equity and 
Inclusion (DEI)

ETC is committed to enhancing our employee and 
customer experience by promoting diversity, equity 
and inclusion in our workforce and through our 
service delivery to customers. We believe that a 
diverse workforce not only reflects the communities 
we serve, but also leads to better outcomes for 
our employees, customers and stakeholders.

From an employee perspective, our DEI Strategy 
covers recruitment and hiring; employee development 
and fostering a culture of inclusion. Our strategy 
is also focussed on the customer experience and 
ensuring that DEI principles are embedded in our 
service delivery to ensure engaged customers. 

At ETC, our corporate values of Respect, Integrity, 
Success, and Empowerment are critical elements 
and guiding principles of our DEI Strategy. We are 
committed to creating a workplace culture that values 
and celebrates diversity, promotes inclusivity, and 
fosters a sense of belonging among employees from 
all backgrounds. We believe that when we honour the 
unique perspectives and experiences of all employees 
and customers; act with integrity and authenticity, 
measure and celebrate our success, and empower our 
employees and customers to reach their full potential, 
we can create an organisation where everyone thrives. 

Furthermore, ETC aims to be a role model for 
disability employment and the employment of 
First Nations people in the regions we operate and 
as such have set employment targets of 13% for 
people with disability and 8% for Aboriginal and 
Torres Strait Islanders as detailed in ETC’s Workforce 
Development Plan 2022-25. ETC’s commitment to 
First Nations people is further demonstrated by 
the ETC Reconciliation Action Plan (Stretch RAP 
2022-2025) and Indigenous Participation Plan.

The intention for our three-year DEI Strategy 
is for it to evolve and improve over time and 
eventually become embedded in the organisation. 
Developed initially with input from ETC’s Senior 
Management team, we plan to refine, and co-
design future iterations of the strategy based on 
input from staff, customers and key stakeholders.  

We recognise that our DEI Strategy requires ongoing 
commitment and collaboration from everyone in 
our organisation and will require a deliberate and 
sustained effort. The strategy will be overseen by 
the Chief People, Culture and Communications 
Officer, under the leadership of the CEO and 
championed by ETC’s Senior Management team. 
It will be reviewed and updated annually, and key 
milestones reported on as identified in the strategy.

Customer with ETC Trainer Sergio Martinez � 4ETC Diversity, Equity And Inclusion Strategy – 2024-2026



Our team member demographics:

5% �Aboriginal and Torres 
Strait Islander People 

20.9% Born overseas

1.8% People with Disability

17% Youth (under 30)

33% Mature (over 50)

5% 
�Gender pay gap (in favour 
of men) against the 
national average of 13%.

Our customer demographics:

18.4% �Aboriginal and Torres 
Strait Islander People 

8% �Culturally and  
Linguistically Diverse

33% People with Disability

45.6% Youth (under 30)

19.8% Mature (over 50)

Our people

1. Data collected from ETC’s payroll system in July 2023.   
2. Data collected from ETC’s Employment Services System (JRL) in September 2023

OUR WORKFORCE 20231 OUR CUSTOMERS 20232

Gender

75% are Women

24% are Men

1% �are Unspecified  
or undisclosed

Employment Status

17% Part-Time

83% Full-Time

1% Casual

Gender

48% are Women

52% are Men

0.2% �are Unspecified  
or undisclosed

Pictured above : ETC Staff members from left to right 
are Vijay Dhull, Colin Webster, Carly Rhodes, Tim Hoskin, 

Natascha Both, Leigh McDonald, Nicole Routledge, 
Corey Connell and Amanjeet Singh.
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NOTE:  Disability: At ETC, a disability is defined as any injury, illness or condition that restricts a person’s mental, sensory or  
mobility functions. It may be temporary or permanent, total or partial, lifelong or acquired, visible or invisible.

Our Definitions
In preparing this Diversity,  
Equity and Inclusion Strategy,  
we have explored and defined 
what DEI means to ETC.

These definitions were developed by  
ETC’s Senior Management team in 
September 2023 EQUITY

ETC is united in 
eliminating barriers  

and providing 
opportunity for 

everyone to reach 
their full potential.

INCLUSION
We have a shared 
responsibility for 
providing a safe 
and welcoming 

environment where 
everyone has a valuable 

contribution to make.

DIVERSITY
At ETC we celebrate 
differences, respect 

individuality  
and strengths.

ETC prides itself of 
being reflective of the 
communities we serve.

ETC Team Leader Ivy Nguyen with  
ETC Jobs Advisor Yasmin Hislop. � 6ETC Diversity, Equity And Inclusion Strategy – 2024-2026



ETC’s Diversity, Equity and  
Inclusion Strategy is based  
on our two key pillars:

1 	 Our Workforce

2 	 Our Customers/Service Delivery

To achieve our Strategy, some key 
priorities for each pillar include:

Our Workforce
•	 Capture and analyse workforce data
•	 Identify opportunities and address barriers
•	 Engage staff in DEI initiatives
•	 Collaboration with community to enrich 

the staff and customer experience

Our Customers/Service Delivery
•	 Annual customer survey
•	 Customer DEI Advisory Group
•	 Ensure key service delivery information 

is available in accessible formats 
and appropriate languages

Strategy
pillars

Diverse workforce
Ensure ETC provides a 
diverse, inclusive and 
culturally appropriate 
workplace for all staff.

Better outcomes
Engage customers in 
co-designing ETC’s 
Diversity, Equity and 
Inclusion (DEI) Strategy.

Equal opportunity
Ensure recruitment 
processes are encouraging 
and appropriate, with 
accessibility for all 
candidates in the 
way we advertise, 
accept applications 
and interview.

All welcome
To make ETC welcoming, 
inclusive and culturally 
safe for our diverse 
client base.

Inclusion 
everyday
Maximise accessibility 
and equal opportunity 
for staff and ensure there 
are no unintentional 
barriers to working 
or development.

Customer focus
Our customers are 
more engaged because 
our service delivery 
considers and respects 
“the whole customer”.

Our DEI Workforce Goals:

Our DEI Customer / Service Delivery Goals:

� 7ETC Diversity, Equity And Inclusion Strategy – 2024-2026



OUR WORKFORCE

Diverse 
workforce
Objective/Goal 1
Ensure ETC provides a diverse, 
inclusive and culturally appropriate 
workplace for all staff.

Strategy 1
Analyse current workforce data to identify any gaps in diversity (reflective 
of ETC’s current caseloads) and areas of improvement required.

Action Items Success Indicators Timing Responsibility

Report quarterly on the demographics 
of the ETC workforce and identify 
any trends, priority areas etc

•	ETC management has an up-to-date 
and accurate understanding of the level 
of diversity within the organisation 

Quarterly CPCCO

Review the diversity questions asked of staff 
as part of the current onboarding process

•	ETC management is capturing relevant 
and appropriate data about personnel 
as part of the onboarding process 

November 
2023

HR

Educate staff about the opportunity to 
update details about their identity / 
diversity in Aurion via self-service tools

•	Increase in staff disclosing their 
individual identify / diversity details

Ongoing HR

Strategy 2
Identify opportunities and address barriers for staff from diverse backgrounds. 

Action Items Success Indicators Timing Responsibility

Conduct an annual ETC DEI staff survey to 
gain better insights into the staff experience 

•	At least 35% engagement in the survey
•	Better understanding of the opportunities 

and barriers faced by staff 
•	Increase in staff disclosing their 

individual identify / diversity details

February 
2024 
and then 
annually 

HR / CPCCO

Establish a Staff DEI Advisory Group so 
staff from diverse backgrounds have a 
voice, feel valued and supported and have 
an opportunity to connect with others who 
share similar experiences or identities

•	Strong engagement / 
participation in the group

•	Ideas generated that help strengthen the 
diverse and inclusive nature of ETC’s culture

•	Improvement in staff retention

March 2024 CPCCO

Continue to embed ETC’s work with First 
Nations staff into the organisation through the 
Reconciliation Action Plan (RAP); RAP Working 
Group and ETC’s Indigenous Services Team.

•	Meet the deliverables detailed in the RAP Ongoing All Senior Managers/
Indigenous 
Services Manager
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OUR WORKFORCE

Diverse 
workforce
Objective/Goal 1
Ensure ETC provides a diverse, 
inclusive and culturally appropriate 
workplace for all staff.

Strategy 3 
Engage staff in the implementation of the DEI Strategy.

Action Items Success Indicators Timing Responsibility

•	Develop a communication plan to promote the 
strategy and encourage staff engagement

•	Communicate internally and externally that 
ETC expects and celebrates workforce diversity

•	Ensure diversity is represented in 
ETC corporate documents

•	Expand on calendar identifying key national 
dates such as Harmony Day, International 
Day for People with Disability, Mental 
Health Week, Refugee Week, Youth Week, 
International Women’s Day, Pride Month 
and religious events significant to our staff 
e.g. Ramadan for Muslim employees

•	Encourage staff engagement in activities 
such as sharing local food from their culture; 
baby photo guessing competitions etc

•	All ETC staff and key stakeholders 
are aware of and support ETC’s 
diverse and inclusive culture

Ongoing Marketing Manager
HR Manager
CPCCO

Strategy 4
Provide opportunities for development and growth that are tailored to 
the unique background and experiences of each employee.

Action Items Success Indicators Timing Responsibility

•	Review, update and/or develop new cultural 
awareness training resources at ETC to increase 
cultural competency. (Connect with Diversity 
Council Australia and SBS to assist). 

•	Staff from diverse backgrounds can develop 
their skills and progress their careers at the 
same rate as others in the workplace and 
have equal opportunity to demonstrate their 
suitability for promotion and be competitive 
for more senior roles

February 2024 HR

•	Provide employees with training on cultural 
differences and how to work effectively with 
people from different backgrounds. This is 
particularly important in sites with high cultural 
diversity (staff and customers).

Ongoing

•	Offer leadership development programs that 
focus on DEI to assist Managers develop the 
skills needed to lead diverse teams and create 
inclusive cultures. 

Ongoing

ETC Operations Manager Chloe Hutchinson � 9ETC Diversity, Equity And Inclusion Strategy – 2024-2026
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OUR WORKFORCE

Diverse 
workforce
Objective/Goal 1
Ensure ETC provides a diverse, 
inclusive and culturally appropriate 
workplace for all staff.

Strategy 5
Reward and recognise staff who demonstrate a commitment to DEI.

Action Items Success Indicators Timing Responsibility

Utilise the Bravo, Star Awards and Employee 
Awards to recognise staff achievements in 
supporting a diverse and inclusive workplace

•	ETC’s existing rewards and recognition 
program is utilised to acknowledge diversity 
and inclusion

Ongoing All Managers

Strategy 6
Foster collaboration with community organisations and leaders from diverse 
communities to enrich the staff and customer experience at ETC. 

Action Items Success Indicators Timing Responsibility

Identify what organisations to collaborate with; 
and consider opportunities for these organisations 
to provide staff training to help improve cultural 
competency within the organisation.

•	Staff from diverse backgrounds report feeling 
valued and supported

•	All staff report increased confidence 
in working with people from different 
backgrounds / identities

•	Positive feedback received from customers

December 
2023

Senior Managers

HR

Become a member of peak bodies such as 
FECCA (CALD peak body); Disability Employment 
Australia, Australian Network on Disability, 
Diversity Council of Australia and local interagency 
networks to increase our access to support/
resources for employing people from diverse 
backgrounds

•	Staff from diverse backgrounds report feeling 
valued and supported

•	All staff report increased confidence 
in working with people from different 
backgrounds / identities

November 
2023

CPCCO

Continue to encourage staff to participate in local 
interagency networking meetings.
Identify staff in each region suitable to represent 
ETC to engage in networking opportunities.

•	ETC staff are active contributors to local 
interagency networking meetings

Ongoing All Managers

Encourage staff to learn a language other than 
English – including sign language. 

•	Improved communication between staff and 
customers

Ongoing HR/COO

ETC Team Leader Melissa Anderson and  
Jobs Advisor Nusi Taua. � 10ETC Diversity, Equity And Inclusion Strategy – 2024-2026



OUR WORKFORCE

Equal 
opportunity
Objective/Goal 2
Ensure recruitment processes are 
encouraging and appropriate, with 
accessibility for all candidates 
in the way we advertise, accept 
applications and interview.

Action Items Success Indicators Timing Responsibility

Gain input from multicultural service providers 
and customers (via the Customer DEI Advisory 
Group) on ETC’s recruitment processes

•	Input is received and taken on board June 2024 HR / CPCCO

Ensure employment advertisements are visually 
and verbally encouraging and include a statement 
welcoming diversity

•	Applicants for our positions include people 
from diverse backgrounds

Ongoing HR

Ensure application information is available in 
appropriate languages and accessible formats.

•	Applicants report feeling supported through 
the selection process

Ongoing HR

Ensure recruitment decisions are aligned with 
customer caseloads. For example, ETC offices with 
higher CALD caseloads have a higher percentage 
of CALD staff to ensure appropriate customer 
service and staff representation reflects customer’s 
age diversity.

•	Staff recruitment is aligned with caseloads to 
ensure best possible servicing

Ongoing All Managers

Use our customer caseloads to target potential 
employees whose capabilities match our positions 
and fit the ETC culture e.g target people with 
disability from the DES program.

•	Customer caseloads are considered as a 
potential recruitment pool

Ongoing All Managers

Support managers to be confident recruiting 
people from diverse backgrounds through training 
and professional development; resources on 
supporting and interviewing applicants with 
various disability types etc.

•	Managers’ report increased confidence when 
recruiting people from diverse backgrounds

•	Increase in CALD recruitments

Ongoing HR
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OUR WORKFORCE

Inclusion 
everyday
Objective/Goal 3
Maximise accessibility and equal 
opportunity for staff and ensure 
there are no unintentional barriers 
to working or development.

Action Items Success Indicators Timing Responsibility

Adopt flexible and innovative approaches to work 
and job design to match individual and business 
needs. For example, accessible workspaces, 
assistive technologies and flexible schedules.  

•	Retention rates of employees from diverse 
backgrounds are at least as good as those of 
ETC staff as a whole.

•	People with disability can access their 
workplace and perform their role effectively 
and independently.

•	Increased requests and approvals of flexible 
working arrangements throughout the 
company

Ongoing HR Manager
All Managers

Ask staff about any workplace adjustments or 
support required at appropriate points, including 
but not limited to: offering positions, at induction, 
during performance reviews, in staff surveys

•	Adjustments are made in a timely manner, as 
required.

•	Resources available through JobAccess 
are used to assist our implementation of 
reasonable adjustments

Ongoing HR Manager
All Managers

Ensure safe, equitable and dignified access is a key 
requirement in procuring/developing ETC sites, 
ICT, equipment, policy and programs

•	Staff with disability can access their 
workplace and perform their role effectively 
and independently

Ongoing Senior Managers

Review salaries to eliminate the gender pay gap •	No gender pay gap July 2024 HR Manager
CPCCO
CEO

Continue to educate staff and managers to ensure 
decision making is free from unconscious bias and 
stereotypes

•	Training delivered annually Annually HR
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OUR CUSTOMERS

Better 
outcomes
Objective/Goal 1
Engage customers in  
co-designing ETC’s Diversity,  
Equity and Inclusion  
(DEI) Strategy.

Action item 1
Conduct an annual customer survey to gain better insights into 
the customer experience from a DEI perspective.

Success Indicators Timing Responsibility

•	At least 35% engagement in the survey
•	Better understanding of the opportunities and barriers  

faced by customers
•	Increase in customers disclosing their individual  

identity/diversity details

Quarterly CPCCO

Action item 2
Establish a Customer DEI Advisory Group.

Success Indicators Timing Responsibility

•	Strong engagement / participation in the group
•	Ideas generated help strengthen engagement of customers in our 

service delivery

March 2024 CPCCO / COO
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OUR CUSTOMERS

All  
welcome
Objective/Goal 2
To make ETC welcoming, 
inclusive and culturally safe 
for our diverse client base.

Action item 1
Review office environments with input from customers to ensure they are welcoming,  
inclusive and culturally safe.

Success Indicators Timing Responsibility

•	Input obtained and acted upon.
•	Positive feedback received from customers 

June 2024 CPCCO / COO

Action item 2
Ensure welcome packs and key service delivery information is available in accessible  
formats and appropriate languages reflective of the demographics of customer caseloads.

Success Indicators Timing Responsibility

•	Welcome packs available in accessible formats and  
appropriate languages

•	Positive feedback received from customers about their  
engagement with ETC

February 
2024 

Marketing Manager /
COO

Action item 3
Staff training and dedicated L&D sessions focussed on DEI, such as LGBTIQ specific training.

Success Indicators Timing Responsibility

Staff report increased confidence in working with diverse customers Ongoing HR /
L&D Coordinator
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OUR CUSTOMERS

All  
welcome
Objective/Goal 2
To make ETC welcoming, 
inclusive and culturally safe 
for our diverse client base.

Action item 4
Ensure ETC Marketing materials and campaigns are free of gender and other 
stereotypes and are representative of the demographics of ETC’s caseloads.

Success Indicators Timing Responsibility

No customer complaints regarding stereotypes Ongoing Marketing Manager

Action item 5
Marketing to source LGBTIQ+ friendly ETC branded promotional items 
and arrange attendance at relevant LGBTIQ+ events.

Success Indicators Timing Responsibility

Positive feedback received from customers March 2024 Marketing Manager

ETC Jobs Advisor Sami Sheebo � 15ETC Diversity, Equity And Inclusion Strategy – 2024-2026



OUR CUSTOMERS

Customer 
focus
Objective/Goal 3
Our customers are more  
engaged because our service 
delivery considers and respects  
“the whole customer”.

Action Items Success Indicators Timing Responsibility

Review service delivery models with input from 
customers (via the Customer DEI Advisory Group) 
and relevant authorities e.g. multicultural service 
providers

•	Input from customers and relevant 
authorities is acted upon

September 
2024

COO

Continue to embed ETC’s work with First Nations 
customers into the organisation through the 
Reconciliation Action Plan (RAP); RAP Working 
Group and ETC’s Indigenous Services Team.

•	Meet the RAP deliverables
•	Indigenous Services Team meet KPIs

Ongoing ETC’s Senior Managers
ETC’s Indigenous 
Services Team

Review the Customer Self-Assessment to include 
the option for customers to disclose their 
pronouns and other identifiers to ensure our 
service delivery considers the “whole person” and 
not just their requirements as a job seeker.

•	Positive feedback received from customers
•	Managers report customers are more 

engaged

February 
2024

COO

Ask customers at the initial appointment how 
they identify themselves and ensure the correct 
information is captured in JRL 

•	Improved customer DEI metrics to guide service 
delivery

TBA COO

Identify whether current caseload reports are 
a true reflection of gender diversity or whether 
we are using a flawed metric e.g Male, Female, 
Unknown, Blank

•	Improved metrics used to report on gender 
diversity on our caseloads

TBA COO

Look for opportunities to assist customers into 
roles/careers that are non-traditional for their 
gender in accordance with their individual 
attributes and aspirations.

•	Good news stories promoting the success 
of customers in pursuing non-traditional 
employment pathways for their gender

TBA COO

Investigate opportunities to develop projects/
programs specifically around helping customers 
into non-traditional trades. (Potentially an ETC 
Community Support Fund project) 

•	ETC supports a project/program focussed on 
non-traditional trades

April 2024 COO
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Responsibilities and evaluation
We recognise that our DEI Strategy requires ongoing commitment and collaboration  
from everyone in our organisation and will require a deliberate and sustained effort.  
The strategy will be overseen by the Chief People, Culture and Communications Officer,  
under the leadership of the CEO and championed by ETC’s Senior Management team.  
It will be reviewed and updated annually, and key milestones reported on as identified  
in the strategy.

Objective
Evaluate the effectiveness of this strategy

Action Items Success Indicators Timing Responsibility

Compare the findings in the annual DEI Staff and 
Customer surveys Year on Year

•	Data captured, analysed and reported on to 
Senior Managers and Board

Annually CPCCO

Report on any changes in the demographics of 
ETC’s workforce

•	Data captured, analysed and reported on to 
Senior Managers and Board

Annually CPCCO

Reduction in ETC’s Gender Pay Gap •	Reported to Senior Managers and Board as 
part of the annual WGEA reporting

Annually HR Manager /
Senior Payroll Officer

Positive DEI related feedback received from 
customers (via Surveys, Customer Feedback  
Form, comments on social media posts, Google 
Reviews etc).

•	Feedback captured and reported on quarterly Quarterly Marketing Manager

Establishment and engagement of Staff and 
Customer DEI Advisory Groups

•	Advisory groups established; well attended 
and ideas contributed and acted upon.

Ongoing CPCCO

Strategy 
success
Delivery of ETC’s DEI Strategy 
requires a cohesive and  
sustained effort from everyone 
within the organisation.

ETC Youth Advisor Courtney Taupiasi ETC Diversity, Equity And Inclusion Strategy – 2024-2026
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