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Acknowledgement of Country
We proudly acknowledge the Wurundjeri and Boonwurrung people of the Kulin Nation as the Traditional
Custodians of the land on which we work and live. We pay our respects to Elders past and present and extend
that respect to all Aboriginal and Torres Strait Islander peoples. We recognise the enduring connection First
Nations peoples maintain with Country, culture, and community — and affirm that sovereignty was never ceded.

In developing this strategy, we acknowledge the ongoing impacts of colonisation and dispossession, including
the disproportionate experiences of homelessness among Aboriginal and Torres Strait Islander peoples. We
honour the strength and leadership of First Nations communities, and commit to cultural safety, truth-telling,
and genuine partnership — supporting Aboriginal and Torres Strait Islander self-determination as we walk
together towards healing, justice, and inclusion.

Note from Executive Leadership
At Launch Housing, we are proud to share our commitment to embedding lived experience at the heart of our
work. This strategy is a declaration of our values, a roadmap for change, and a commitment to walk alongside
those whose insights are grounded in the direct experience of homelessness.

We know that change is needed. The housing and homelessness system was not designed or resourced to meet
the scale of the current housing crisis. It’s harder than ever to find affordable housing in Melbourne. More
people are seeking support from our services, and many are navigating systems that were not designed with
their voices in mind.

We believe that recognising the expertise of lived experience is key to building a more person-centred, effective,
and just homelessness system. People know what works for them — and what doesn’t. Only by listening to
those with lived experience can we shape responses that truly reflect people’s needs, strengths, and
aspirations.

We’re grateful to those who have already contributed their voices, and we look forward to continuing to learn,
listen, and act together.

Acting CEO Laura Mahoney
August 2025
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Statement of Commitment
At Launch Housing, we recognise that lived experience is not just a perspective—it is a form of deep and
practical expertise. People with lived experience carry unique, critical insights into how systems function—and
where they fall short. This knowledge comes from direct experience—of negotiating services, confronting
policies, and making their way through systems not built with them in mind.

This strategy seeks to embed the voice and expertise of people with lived experience of homelessness
throughout our services, advocacy and governance.  We believe this is essential to developing meaningful and
effective solutions to end homelessness. 

This strategy is a commitment to learning, understanding, and action. We know parts of this work have started
and stopped. We acknowledge where resourcing and readiness haven’t always matched our intent. But we
remain committed to doing this work.

We will keep listening, keep improving, and keep walking alongside those whose experiences carry the
knowledge we most need. This strategy marks a step forward—not a finish line—and we are here for the long
road.

Acknowledgement of Contributors
This strategy has been shaped by the insights, experience and commitment of many.

We thank the Launch Housing staff who contributed through consultations, working groups, and reflection—
offering honest perspectives on what’s working and what needs to grow.

We acknowledge the many individuals with lived experience of homelessness who, over time, have shared their
knowledge through storytelling, resident forums, co-design, and feedback processes. Their contributions have
shaped the direction of Launch Housing’s engagement practices and laid the groundwork for this strategy.

We also recognise Shayne Hood from Wounds and Wisdom, who was engaged as the lived experience
consultant to co-develop this strategy. Shayne brought a deep understanding of the sector and lived experience
leadership, guiding the design, consultation, and strategic framing with care and clarity.

This work reflects a shared commitment to building something lasting, real, and continually improving.
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While self-determination is represented within the above principles, we recognise that for
Aboriginal and Torres Strait Islander peoples, it carries profound cultural, historical, and political

meaning. We respectfully acknowledge self-determination as a collective right — grounded in
enduring sovereignty, identity, and unbroken connection to Country.

Guiding Principles

Meaningful and
Reciprocal

Engagement must go beyond
tokenism. It should create value
for both the organisation and the

individuals contributing, with
clear purpose, impact, and

follow-through.

Transparent and
Accountable

People contributing lived
experience must know how their

input will be used, and see
evidence that their voices are

informing decisions or processes.

Collaborative
Lived experience should be

engaged early and often, with
contributors involved in shaping
the work—not just responding to

it.

Culturally Safe and
Inclusive

Respecting Autonomy,
Agency and Self-

Determination
Participation must always be

voluntary, informed and on the
person’s own terms—never

extractive or pressured.

Trauma-Informed and
Minimising Harm

Engagement must be grounded
in trauma-informed practice—
prioritising emotional safety,

trust, and care. It should actively
reduce harm and avoid

retraumatisation.

Strengths-Based
Engagement should recognise

the insight, leadership and
capability that lived experience
brings—not focusing solely on

adversity but on contribution and
potential.

These guiding principles have been developed to inform all lived experience engagement and participation at
Launch Housing. They build upon, and are intended to be applied in conjunction with the Practice Framework to
guide respectful, inclusive, and meaningful practice across the organisation.
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Engagement must be safe,
respectful and accessible across

cultural, spiritual, gender, and
identity lines. This includes being

led by and responsive to First
Nations people.



Pillar 1:
Centre

Lived Experience
Voice

Pillar 2:
Support a

Workforce with
Lived Experience

Pillar 3:
Ethical Engagement
in Communications,

Reporting and
Advocacy

Pillar 4:
Elevate Voices

That Go Unheard

Actions for Embedding Lived Experience
These actions form the core of this strategy. They are based on previous work, feedback from staff and lived
experience contributors, and Launch Housing’s current operating environment. 

Approach
Launch Housing has a history of strong lived experience practice. We recognise, however, the need to develop
and strengthen our processes and structures to further support this work. As such, the first year of the strategy
(FY25-26) focuses on building strong foundations. The second year (FY26-27) focuses on embedding practice
and implementing change. 

To ensure a consistent and meaningful approach across Launch Housing’s many and varied services, this
strategy is structured around four pillars. These pillars represent the key areas where lived experience must be
embedded to create real and lasting impact. Actions have been developed under each pillar to guide this work. It
is important to note that many of the actions and pillars are interconnected and mutually reinforcing, and
connect to other enablers at Launch Housing.

Pillar 1: Centre Lived Experience Voice

We work with people navigating multiple vulnerabilities in systems that are often under-resourced. To make
sure our services are responsive to people’s needs — and that we understand when they’re not — we must
create consistent, supported ways for clients, renters and students to contribute to decision-making. We will
take a respectful, transparent approach that reflects our core principles of autonomy, inclusion, and
accountability. 

Action 1. Re-establish a Lived Experience Advisory Group  
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In the first year we will…
Determine an effective model to re-establish a Lived Experience Advisory Group (LEAG) that can participate in
advocacy, governance, research, and service planning. It will be determined whether the final model is one
central group or a set of smaller subgroups. 

Lessons will be drawn from the previous LEAG and from external organisations. 
Scoping will be co-designed with lived experience expertise and will focus on budget, structure, support, and
remuneration. 
Documentation for recruitment and governance will be developed. 

In the second year we will…
Recruit members and formally launch the advisory group. 

Leading to…
A fit-for-purpose, well-supported advisory group that plays a central role in shaping the organisation’s direction
through lived experience leadership.



Action 3: Develop a model for lived experience engagement in residential and
crisis sites, and the design and delivery of new housing projects.  

In the first year we will…
Leverage existing working groups to review current practices and design:

A feedback model that supports accessible, trauma-informed engagement and clear follow-up processes
for residential and crisis sites.
A participation model that embeds lived experience from the concept design stage of new housing projects,
with clear engagement points through to delivery and operations 

In the second year we will…
Pilot the models at selected sites and in planning processes, refine based on feedback, and begin broader
implementation. 

Leading to…
Consistent practice that embeds lived experience perspective in service design and built environments from the
ground up.
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Action 2: Facilitate lived and living experience input on relevant policies and
procedures.   

In the first year we will…
Identify relevant policies and procedures where lived experience engagement is most appropriate. The Child
Safe Policy and the Feedback, Complaints and Appeals Procedure have already been identified as priority areas.

In the second year we will…
Work with the Lived Experience Advisory Group to review these policies and procedures, or where needed,
support engagement with appropriate cohorts. This process will be documented to support future
engagements, including defining appropriate requests for lived experience input. 

Leading to…
A clear and ethical approach to embedding lived experience in policy development and review—supporting more
inclusive, transparent, and culturally safe organisational practices.

We recognise the strengths lived experience brings to our workforce — both in identified peer roles and across
the organisation more broadly. Many Launch Housing staff have personal experience of homelessness, and we
want to ensure they are supported to thrive. This includes developing clear frameworks, reflective spaces, and
capable leadership. By embedding this support, we aim to sustain and grow a workforce deeply connected to
our mission — and to retain people with the insight and commitment needed to do this work well.

Pillar 2: Support a Workforce with Lived Experience

Action 4: Build awareness of the value of lived experience  

In the first year we will…
Create a resource hub on Launchpad that includes tools, training, and support for practice-based engagement
with lived experience. We will also engage a lived experience speaker to present at an all-staff event and provide
resources to support reflection at the team level.

In the second year we will…
Embed an understanding of lived experience as a core competency in relevant roles and deliver organisational
readiness training. 

Leading to…
A strengthened organisational culture that values lived experience, encourages reflection, and recognises it as
essential to effective and inclusive practice.
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Action 5: Increase support available for workers with lived experience  

In the first year we will…
Collate resources for staff with lived experience and their line managers, including reflective practice tools and
information on available supports and training. We will also ensure there is a function to record incidents
relating to lived experience as a sensitive event on Damstra. 

In the second year we will…
Establish an internal community of practice for workers with a lived experience of homelessness. 

Leading to…
Safer and more sustainable environments for workers with lived experience. 

Action 6: Develop and support a peer workforce  

In the first year we will…
Draw on existing documentation and external expertise to develop a framework to support an expanded peer
workforce. This will include guidance on recruitment and role design — including support, supervision, career
progression and how to meaningfully include peer roles in service models and funding tenders.

In the second year we will…
Finalise a peer workforce framework. Review vacant FTE roles to identify opportunities for reclassification as
peer roles and include peer workers in appropriate tenders.

Leading to…
A well-supported and clearly defined peer workforce embedded across programs that strengthens service
delivery and provides sustainable employment pathways for people with lived experience.

Pillar 3: Ethical Engagement in Communications, Reporting and Advocacy

We work in a context where building understanding, influencing policy and securing funding are essential.
Embedding lived experience in this work strengthens credibility and accountability, and creates opportunities for
reflection, learning, and meaningful change.

To ensure this is done safely and meaningfully, our approach will prioritise ethical, empowering practices —
guided by clear processes, informed consent, and respectful storytelling. Grounded in trauma-informed and
strengths-based principles, this pillar ensures lived experience is heard, valued, and shared with care and
dignity.

Action 7: Document our approach for consistent and ethical engagement  

In the first year we will…
Facilitate two workshops, led by a lived experience consultant, to define and document our approach to
collecting and sharing lived experience stories. The first workshop will explore strategic, ethical, and effective
approaches, with outcomes informing a practice guide. The second will finalise documentation on processes,
consent, remuneration, support, and safety.

In the second year we will…
Embed these processes and documentation into practice and support its use across partnerships, engagement,
communications, impact and advocacy work.

Leading to…
Consistent and ethical approaches to engagement, where lived experience is shared and supported with care,
clarity, and integrity.
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Action 8: Develop a Client Story Reflection Log 

In the first year we will…
Develop and pilot a secure, de-identified Client Story Reflection Log to be used as a resource to support
reflective practice, inform service planning, and identify opportunities for ethical storytelling and advocacy. 

Teams will be invited to contribute a de-identified client story following quarterly reflection workshops —
focusing on stories that highlight positive outcomes, systemic challenges and barriers, or a common client
experience. Each entry will include:  

A de-identified summary of the story 
The name of the worker who holds the relationship 
Whether the client may be open to sharing their story or participating in speaking opportunities 

Processes will be developed for programs to request potential leads when external storytelling opportunities
arise. These requests will be managed by the Lived Experience Engagement Specialist.  

In the second year we will…
Refine the log and its use based on feedback from teams. Strengthen its role as a tool for continuous learning
by linking themes from the stories to service planning, workforce development, and advocacy priorities.

Leading to…
Increased understanding of the experiences of people accessing our services, and a stronger ability to centre
this insight in planning, storytelling and advocacy. 

We recognise the additional barriers some individuals and communities face in being heard. This includes First
Nations people, people from culturally and linguistically diverse (CALD) or culturally and racially marginalised
(CARM) backgrounds, people with disability, Lesbian, Gay, Bisexual, Transgender, Intersex, Queer, Asexual and
other diverse identities (LGBTIQA+), children, families and young people, and others whose voices are too often
excluded. We are committed to creating culturally safe, inclusive conditions for participation. This work will
focus on tailored engagement tools, internal collaboration, and a deep respect for diverse perspectives and lived
realities. This aligns with our Reconciliation Action Plan (RAP) and Diversity, Inclusion and Belonging (DIB)
Strategy 

Pillar 4: Elevate Voices That Go Unheard 

Action 9: Create and pilot resources for safe engagement with key communities  

In the first year we will…
Develop a tool for culturally safe engagement with First Nations clients and communities, in partnership with an
Aboriginal-controlled consultancy.

In the second year we will…
Develop additional engagement resources for clients who identify as culturally and linguistically diverse, female,
LGBTIQA+, people living with a disability, and children, young people, and families. 

Leading to…
Inclusive and culturally safe engagement practices across programs, ensuring our services are more equipped
to meet the diverse needs and experiences of the people we support.

Action 10: Establish practices for collaboration with internal LH working
groups 

In the first year we will…
Work with established DIB working groups — including the First Nations Cultural Safety, Rainbow, All Cultures
and Ethnicity, and Sunflower Disability groups — to determine effective models for collaboration.



9

In the second year we will…
Embed collaborative practices developed with these working groups into our lived experience engagement
approach.

Leading to…
A lived experience strategy that aligns with and reinforces broader organisational inclusion efforts, strengthens
internal partnerships, and supports more cohesive and informed engagement practice.

Governance, Measurement and Reporting 
Governance

The implementation of this strategy will be led by the Lived Experience Engagement Specialist. They  hold
responsibility for coordinating actions, supporting delivery across teams, and ensuring alignment with the
strategy’s principles.

To maintain visibility and alignment with broader organisational goals, the Lived Experience Engagement
Specialist will present progress updates to the Senior Leadership Team (SLT) and Executive Leadership Team
(ELT) on a six-monthly basis. These updates will provide an opportunity to share key milestones, reflect on
implementation progress, and seek strategic guidance to ensure lived experience engagement is embedded
across Launch Housing in line with organisational priorities.

Once established, LEAG will continue to play a governance role throughout the life of the strategy. This will
include contributing input to the ongoing development and design of the advisory group model itself, helping to
ensure it remains responsive, accountable, and fit for purpose.

Measurement and reporting

Progress against the strategy will be monitored and assessed in line with the following areas of enquiry:

Is implementation occurring in line with the strategy’s core principles?
What challenges, barriers, and lessons are emerging through implementation?
Are there any significant outcomes or flow-on benefits from actions undertaken?
How do participants assess the quality, value, and appropriateness of lived experience engagement?

A Measurement Framework will be developed as an immediate priority, anchored in these enquiry areas. In Year
One, the measurement focus will be on understanding how implementation is unfolding—what’s working, what’s
not, and what we’re learning. Early indicators of impact will also be captured. In Year Two, the emphasis will
shift to evaluating broader outcomes and the strategy’s influence across the organisation. Once LEAG is
established, they may guide ongoing refinement of the Framework.

The RED Team will prepare short progress reports in alignment with the Framework and share them with key
governance stakeholders—including the LEAG, SLT, and ELT—ahead of key check-in points. This will ensure
discussions are centred on evidence of progress to date. Reflective discussion and strategic planning will be
informed by data and evidence-driven insights. These discussions will be anchored in three guiding questions,
which may also be used by the LEAG to support reflective planning once established. 

Are we improving our
practice and making

room for real insight?

Are we building
influence, not just

participation? 

Are we embedding
lived experience—or
just referencing it?
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Appendix: Administration 
Who is responsible 

Definitions

Who is
responsible 

Key activities 

CEO and
Executive 

Champion a culture of meaningful and ethical lived experience engagement across the
organisation.
Allocate resources to support the strategy’s implementation.
Receive regular progress updates and reflect these in strategic decision-making.

Managers and
Coordinators 

Embed lived experience engagement practices within team planning, supervision and decision-
making.
Support staff to safely and respectfully engage with lived experience input.
Identify training needs and support staff development.

Lived
Experience
Engagement
Specialist 

Lead the implementation and coordination of the strategy. 
Provide guidance, tools, and training to support ethical, safe and effective engagement. 
Monitor and report on progress and lessons learned.

All Staff,
Board,
Volunteers

Understand and apply the principles of the strategy within their role. 
Participate in training and reflective practice related to lived experience engagement. 
Contribute to creating a culture where lived experience is valued and meaningfully included.

Term Definition 

Lived
Experience

Acknowledging the many and often intersecting forms of lived experience, this strategy refers to
direct, personal experience of homelessness—whether current or in the past. Lived experience is
not defined by how recent the experience is, but by the insight, perspective, and understanding it
brings to improving systems, services, and outcomes.

Living
Experience 

A form of lived experience that is current or very recent. People with living experience are often still
navigating homelessness, housing insecurity, or the recovery that follows. By including living
experience in this strategy, we recognise the valuable insights which can come from people who
are still within systems.

Engagement
The process of building respectful connection and trust with people who have lived or living
experience. Engagement might involve conversation, consultation, or collaboration.

Participation
The active involvement of people with lived or living experience in shaping decisions, services, and
systems that affect them. This can include feedback, storytelling, consultation, co-facilitation, or
leadership roles.

Co-design 
A collaborative process that places lived or living experience at the centre of how services, policies,
or systems are designed. Co-design involves shared decision-making from start to finish—not just
seeking feedback. It requires preparation, trust, and a genuine commitment to power-sharing.



Standard  Standard reference 

Child Safe Standards  1.4; 3.1, 3.4, 3.5, 3.6; 4.2, 4.3; 5.1, 5.2, 5.3, 5.4; 7.2; 11.3. 

Social Service Standards  S1 (c. 11), S2 (c. 18).

Housing Registrar
Performance Standards 

Standard 1: Tenant and housing services Standard 2: Community engagement 

Amendments 

Date last approved: 12/08/2025 Date of effect: 12/08/2025

Date last amended: 12/08/2025 Date of next review: 12/08/2027

Owner: Lived Experience Engagement Specialist Approver:  Head of Impact 

Audience: All

Version Effective Date Amended by Approved by Amendment 

V1.0 12/08/2025 Head of Impact First Version

Regulatory/accreditation standards 

This strategy meets the following regulatory and/or accreditation requirements: 
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Amendments to this strategy 

Version control

This strategy may be amended, terminated or replaced at Launch Housing's discretion. This strategy will be
reviewed, and updated as required, on a periodic basis. 

In the event any related State or Commonwealth legislation changes, the legislation/directions will prevail to the
extent of any inconsistency with this policy. 

Document Name Type 

Action Plan: Lived Experience Engagement and Participation Document 

Supporting documents


