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Welcome to the Communities at Work 
Language Style Guide.

These guidelines help us work as 
one at Communities at Work. They 
help ensure consistency of language 
and style across the organisation, 
specifically around the written word, 
with a focus on accessible and 
inclusive language.

This guide is for use by all staff, 
volunteers and external suppliers who 
are preparing or updating material for 
Communities at Work.

The style guide expresses 
Communities at Work’s preferred style 
for presenting information. It includes 
punctuation, naming protocols, and 
information specific to some of our 
program areas and audiences.

When we speak as one we win much 
wider support as a truly Canberra-
based brand. These guidelines are 
designed to make it easier for creating 
high impact communication that will 
help to enrich lives and create better 
futures in the Capital region.
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OUR VOICE
Our brand should have a voice. 
However, our tone and the words 
and phrases we use may change 
depending on context or who we are 
speaking to. 

Language needs to be conscious of the 
listener or reader. What makes sense to 
them? What are they looking for? 

In addition, we need to be mindful  
and respectful of the language that  
is used within the various sectors in 
which we are speaking.

The tone of our communication needs to be 
appropriate for the audience and the medium  
in which it is delivered. 

In general, our tone is:

 y Optimistic

 y Warm and friendly

 y Knowledgeable 

 y Helpful

 y Trustworthy

 y Educative

OUR TONE FORMALITY AND TENSE

In general we prefer an informal 
‘conversationalist’ writing style, rather than  
a formal style.

 y ‘Who’s ready for another jam-packed School 
Holiday Program this Summer?’

We prefer to communicate in the second person 
(You/Yours/We/Our/Ours) which is warmer, more 
welcoming and less formal then the third person.

 y You/Yours

 y We

 y Our/Ours

However, it’s acceptable and appropriate to refer 
to your centre, program or service by name in 
the first instance then refer to it in the second 
tense in future references.

Whichever tense you choose to write in to suit 
your particular key target audience, stick with it.  
If you are referring to ‘our staff’ at the start of 
your piece, don’t shift to ‘you’ in the middle.

Be consistent. 

COMMUNITIES AT WORK 
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Our name
Communities at Work should always be written  
in full, and with all three words on the same line,  
not seperated across two lines.

Our logo
Our logo should appear on every page you 
produce. Our document templates are set-up  
to do this for you.

Our font
All publications should use Poppins or Calibri 
typefaces. Calibri is only to be used when 
Poppins is not available or installed. 

The size of the body type face should not be less 
than 10 point for Poppins and 11 point for Calibri, 
and should take into account accessibility for  
the user. 

For more information about Communities at 
Work’s fonts, please refer to our Brand Style 
Guide.

THE BASICS QUESTIONS TO ASK

When we write our communications, we 
need to ask questions like:

 y What type of communication  
is it? Personal, professional,  
casual, serious?

 y How do we want this communication 
to impact the recipient? 

 y Is our language helping to build  
the relationship?

 y What channel are we speaking on? 
Does it make a difference to the 
words we use?

Program names
When identifying a program or activity,  
the name should always be preceded by 
Communities at Work. 

Example:  
Communities at Work’s Taylor  
Child Care and Education Centre   
Communities at Work’s Community Pantry 
Communities at Work’s Galilee School

If referring to the same program multiple 
times in the same document, use the full 
name in the first instance, then use a shorter 
version for the following references. 

Example:  
The pantry 

Our website address
When writing our website address,  
do not include the ‘https’. 

Example: 
www.commsatwork.org

If a website address ends a sentence, it must 
include a full stop.
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ACCESSIBLE & 
INCLUSIVE
Wherever possible, we want our 
language to be accessible to ensure  
its inclusive of all audiences.

Inclusive content recognises 
Australia’s diversity, and the diversity 
of technology that Australians use to 
engage online.

Inclusive content accommodates 
cultural and linguistic diversity, diversity 
of user or audience abilities, and how 
audiences intereact with technology in 
different contexts.  

Literacy is a person’s ability to read and write.  
It affects how well a person can access written 
text in both digital and print formats. 

Literacy can have a profound influence on 
people’s lives and affect how they interact with 
each other and with Communities at Work. 

Low literacy can make it hard to access our 
services and information. 

Factors that affect English literacy include:

 y where people live

 y their linguistic background 

 y their education

 y how old they are

 y their abilities and limitations

 y how they access information.

LITERACY AND ACCESS

Reading levels in Australia

‘Reading level’ is the level of education 
someone needs to be able to read text. It is 
one way to measure literacy. 

In Australia:

 y 43.7% of adults read at literacy level 1 to 2  
(a low level equivalent to primary school  
to year 10).

 y 30% of adults read at level 3 (equivalent 
to years 11 and 12).

 y 15.2% read at the highest level 4 to 5 
(equivalent to Certificate IV and Diploma 
level plus).

Sources: Reading level statistics are from  
ABS (2013). Australian school-level equivalents  
for each OECD classification level are from  
ABS et al. (2017).
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HOW PEOPLE READ WRITING TIPS

Clear content in plain language

To ensure that everyone that interacts with 
Communities at Work’s content is able to do  
so easily, write in plain language. 

Check that your content is a reading level 2 
(Australian year 7 equivalent). 

Before you begin writing, conduct user research. 
Do not assume that everyone can access, read 
and understand what you write. 

Always make it simple for people to interact  
with Communities at Work. This includes having 
an alternative to digital services for those who 
might need it. 

Simple language, structure and design

Understanding how people read and what 
makes content easier to read can help you 
create more usable content. 

You can increase content usability with

 y legible page design

 y readable language

 y comprehensible structure.

How people read depends on

 y how well they already  
understand the subject

 y how familiar the vocabularly is.

When reading, people tend to skim over 
content and look for ‘signposts’, such as 
headings, links, images, tables and lists. 
Using a clear visual structure and layout 
can make content easy to read and 
comprehend. 

 9 Use simple sentences
 9 Avoid long words or unfamiliar words
 9 Build a steady reading rhythm with:

 y short sentences

 y paragraph breaks

 y line breaks

 9 Avoid large blocks of capital letters
 9 Avoid large blocks of italics
 9 Use images and tables in a way that 

helps legibility, but doesn’t hinder it
 9 Use headings and subheadings to 

support a legible page design
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CHILDREN’S SERVICES 
Within Children’s Services,  
terminology can become complex.  
It’s also easy to accidentally use terms 
that do not reflect the importance 
of the early childhood sector to the 
developing child. 

For example, when people talk about 
‘child care’ they reinforce outdated 
views that undervalue early childhood 
education and care (ECEC) practice.

The use of consistent, affirmative, 
inclusive and sector-accepted 
language about ECEC supports the 
professionalism of the sector. 

Source and further reading
Early Childhood Australia, ‘How to talk 
about early childhood education and 
care’, www.earlychildhoodaustralia.org.au 

Early childhood is the period of a child’s life from 
birth to eight years of age. Children grow and 
develop most rapidly in their first five years of life.

The early childhood sector includes a range 
of early childhood education and care settings 
such as, long day care, kindergarten, preschool, 
family day care, in-home care, mobile services, 
occasional care and outside school hours care.

Early childhood education and care refers 
to the holistic development of a child’s social, 
emotional, cognitive and physical abilities in a 
way that meets each child’s needs, to build a 
solid and broad foundation for lifelong learning 
and wellbeing.

Early childhood education refers to the 
component of early childhood education and 
care that is focused on brain development and 
cognitive growth. It involves qualified educators 
planning experiences that will help children to 
learn while they are playing.

KEY TERMS

Early learning and development is the result of 
early childhood education and care, and occurs 
when qualified educators plan and deliver 
quality programs, and then observe the changes 
in children’s social, emotional, cognitive and 
physical abilities.

Play is essential to children’s learning and 
development. Play enables children to make 
decisions, learn, take risks and have fun.

Quality refers to the standard of education and 
care provided at an early childhood education 
and care service.

Ratios are the number of educators working 
directly with children, based on the ages and 
numbers of children in a service.

Approved providers are persons/entities 
approved under Family Assistance Law to 
provide education and care in one or more 
services and receive and pass on Child Care 
Subsidy payments to eligible families.
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Centre-based care
Education and care for children up to school age, 
including long day care, kindergarten/preschool, 
children’s centres, occasional care and outside 
school hours care.

Family day care (FDC)
Education and care provided by a family  
day care educator in their own home as  
part of a service.

Out of School Hours Care (OSHC)
Education and care provided (‘meaningful 
leisure’) before and after school hours, and 
during school holidays for children who normally 
attend school (under 13 years of age).

School Holiday Programs (SHP)
A type of OSHC service provided for school-aged 
children during school holidays.

In-home care
Education and care provided in the home of 
a child by an educator where a family meets 
particular eligibility criteria, such as working  
non-standard hours, or being isolated.

Coordinator is a broad term used to 
describe a lead educator in OSHC; or a team 
member who provides leadership  
and support to educators in FDC.

Director/manager is responsible for the 
overall planning of staff, administration, 
marketing and resourcing of the service, and 
ensuring government requirements are met.

Early childhood teacher (ECT) is a person 
who holds an approved early childhood 
teaching qualification. All education and 
care services must employ one or more 
ECTs (depending on number of  
enrolled children).

Educator is a person qualified to work in the 
field of early childhood and who provides 
education and care to children.

Educational leader is the educator 
responsible for leading, mentoring and 
guiding other educators in an ECEC service.

Nominated supervisor is the person in 
charge of day-to-day operation of a service.

Trainee/Apprentice is an educator who is 
studying early childhood education and 
care while working.

TYPES OF SERVICES EARLY CHILDHOOD WORKFORCE TERMINOLOGY GUIDE

 8 Kids
 9 Children

 8 Child care worker
 9 Educator or early childhood teacher

 8 Centre
 9 Service or setting

 8 Childcare Centres
 9 Early education and care services or 

centres

 8 Day care
 9 Early childhood service

 8 Industry
 9 Sector/profession

 8 Vacation Care
 9 School Holiday Program

 8 Our children
 9 The children

 8 Cute
 9 Do not refer to children as cute
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LIFESTYLE PROGRAMS 
In order to ensure that our language is 
inclusive and respectful, we need it to 
recognise age diversity and avoid using 
language that define people by  
their disability.

Sources and further reading
People With Disability Australia, 2021, 
‘PWDA Language Guide: A guide to 
language about disability’, pwd.org.au/
wp-content/uploads/2021/12/PWDA-
Language-Guide-v2-2021.pdf

National Ageing Research Institute, 
‘Strategies for combatting ageism 
through age-positive langauge’,  
www.nari.net.au/

   

AGE-POSITIVE LANGUAGEPEOPLE WITH DISABILITY

Ageism refers to the stereotypes (of how we 
think), prejudice (how we feel) and discrimination 
(how we act) directed towards people on the 
basis of their age. 

In 2021, over 63% of Australians reported 
experiencing ageism over the past five years. 
The health consequences of ageism are far-
reaching, but simple actions can make an 
impactful difference, including the careful 
consideration of the language we use. 

When communicating about older people, 
be respectful. Avoid generalisations and 
assumptions; for example, ‘older people rely on 
others to help them with day to day activities,’ or, 
‘all older people want to live a quiet life.’ 

In addition to using age-positive language, avoid 
images that portray older people as onlookers or 
as frail and care-dependent. 

There are 4.4 million people with disability 
in Australia. The language used when 
communicating about people with disability has 
impact on the social narrative about people 
with disability and how they are perceived and 
treated by the general public. This also has an 
impact on the systemic structure in society.

It’s therefore important that there is awareness 
of the meaning behind the words that are used 
when talking to, referring to, or working with 
people with disability. 

Identity-first vs person-first language
Person-first language (people with disability) 
and identity-first language (disabled people) are 
both used in Australia.

People with disability often have strong 
preferences for one term or the other, so it is best 
to follow the lead of the person or group you are 
talking about. It’s okay to ask. If that isn’t possible, 
use person-first language or refer to a person by 
their name.

At Communities at Work, we use person-first 
language.

COMMUNITIES AT WORK 
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OTHER CONSIDERATIONS

Vulnerable

According to People With Disability 
Australia (PWDA), the term ‘vulnerable’ 
should be used with care. It comes 
from the Latin word for ‘wound’ and can 
suggest that people are frail and in need 
of protection.

People with disability, for example, are 
not inherently vulnerable because of their 
disability, and the use of such language 
can be diminishing.

While the term ‘vulnerable’ should be 
used with care, the term ‘most vulnerable’ 
should, according to PWDA, be avoided 
altogether.

At Communities at Work, we use both 
terms when referring to clients across 
our programs. However, the use of these 
terms should be considered carefully, 
and alternatives used where possible 
to ensure that our language remains 
inclusive and respectful, and is  
not diminishing. 

TERMINOLOGY

Centre-based programs is a range of  
seniors and disability programs delivered in a 
centre-based group environment providing 
activities that support and promote individual 
capacity and skill building, wellness, maintaining 
independence and social connection and 
community participation.

 8 People living with disability, the disabled
 9 People/women/children with disability
 8 Suffers from, victim of, afflicted by, crippled 

by, incapacitated by
 9 [Name] has a chronic health condition
 8 Paraplegic (of other terms that describe the 

person as their impairment)
 9 [Name] has paraplegia/quadriplegia
 8 Confined to a wheelchair, wheelchair-bound, 

wheelchair person
 9 [Name] uses a wheelchair or  

mobility device
 8 Brain-damaged, brain impaired
 9 [Name] has aquired brain injury

 8 Able-bodied, abled, healthy, hearing, 
normal, sighted, of sound body, well

 9 Person without disability,  
non-disabled person

 8 After School Care Programs
 9 After School Programs
 8 Carer
 9 Support Worker
 8 Old person, old people
 9 Older person, older people, retired 

people, retirees, older Australians, 
senior Australians, seniors

 8 Carer
 9 Life Skill Educator/Support Worker/

Facilitator (relevant to program area)
 8 My client
 9 The client
 8 Centre
 9 Name of service centre; (North Hub, 

South Hub, Ngunnawal Centre, Holder 
Centre, Malkara School)
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ABORIGINAL AND  
TORRES STRAIT 
ISLANDER PEOPLES
In  order to ensure that our language 
is inclusive and respectful, we need to 
ensure we use culturally appropriate 
language when writing with, for, or 
about First Nations Australians.

This means, wherever possible, writing 
with the consultation and guidance 
of traditional owners, local elders, 
community and content experts, 
especially when writing about sensitive 
matters like cultures and history. 

Source and further reading
Australian Government,  
‘Inclusive Language: Aboriginal and 
Torres Strait Islander peoples’,  
www.stylemanual.gov.au/

Narragunnawali Reconciliation in 
Education, ‘Terminology Guide’, 
www.narragunnawali.org.au/about/
terminology-guide

Naming protocols
Using ‘Aboriginal and Torres Strait Islander’ is 
often best practice when referring to Aboriginal 
and Torres Strait Islander people generally. 

Using ‘First Peoples’ and ‘First Nations’ is also 
generally acceptable. They should always be 
pluralised. These terms respectfully encompass 
the diversity of Aboriginal and Torres Strait 
Islander cultures and identities. 

When writing about Aboriginal and/or Torres 
Strait Islander peoples, ensure to:

 y Always ask for people’s preference about 
what they want to be called or how they 
want to identify. 

 y Be specific, as this is usually more respectful.

If writing about:

 y a specific group: use their nation, island or 
community name.

 y many Aboriginal nations: there may be a 
regional term that is better, such as ‘Murris’  
or ‘Kooris’.

KEY GUIDELINES

 y many Torres Strait Islander peoples or 
islands: there may be a regional term that 
is more appropriate, such as Kulkalgal 
(encompassing the central islands of Masig, 
Poruma, Warraber and Iama).

 y both Aboriginal and Torres Strait Islander 
peoples: use terms such as ‘First Nations 
Australians’, ‘First Australians’ or ‘Aboriginal 
and/or Torres Strait Islander peoples’.

The issue with general terms and when to use 
them
‘Indigenous’ and ‘Aboriginal’ are broad terms 
imposed on First Australians without consultation. 
These are not words they chose for themselves.

Use of images
Many historical images lack any contextual 
information and it can be inappropriate 
and offensive to publish them. Avoid using 
photographs where people are unnamed.

Illustrations and photographs should 
include diverse, dynamic and contemporary 
representations of Aboriginal and Torres Strait 
Islander peoples. 

COMMUNITIES AT WORK 
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Basic respectful langauge means using:

 9 specific terms, like the name of a 
community, before using broader terms.

 9 plurals when speaking about collectives 
(peoples, nations, cultures, languages).

 9 present tense, unless speaking about  
a past event.

 9 empowering, strengths-based language.

Language that can be discriminatory or 
offensive includes:

 8 shorthand terms like ‘Aborigines’, 
‘Islanders’ or acronyms like ‘ATSI’.

 8 ‘Aboriginals’ or ‘Aboriginal’ not followed 
by ‘people or ‘peoples’.

 8 using terms like ‘myth’, ‘legend’ or 
‘folklore’ when referring to the beliefs of 
First Nations peoples.

 8 blood quantums (for example, ‘half-
caste’ or percentage measures).

 8 ‘us versus them’ or deficit language.
 8 possessive terms such as ‘our’, as in ‘our 

Aboriginal peoples’.
 8 ‘Australian Indigenous peoples’, as it also 

implies ownership, much like ‘our’.

TERMINOLOGY Wording of Communities at Work’s 
Acknowledgement of Country

Communities at Work acknowledges the 
Traditional Custodians of the land on 
which we work and live. We recognise their 
continuing connection to land, water and 
community and pay respect to Elders past, 
present and emerging.

Winanggaay Ngunnawal  
Language Group

Communities at Work have an ongoing 
relationship with the Winanggaay 
Ngunnawal Language Group who assist us 
with culturally appropriate language. 

For information on working with the 
Winannggaay Ngunnawal Langauge 
Group, contact the Marketing Team.

marketing@commsatwork.org

Capitalisation
Always capitalise ‘Aboriginal’ and ‘Torres Strait 
Islander’. This is a simple yet important way to 
demonstrate respect.  

You should also capitalise: 

 y Indigenous.

 y First Peoples/Nations/Australians. 

 y Elders. 

 y Traditional Owners/Custodians. 

 y Country or Land (when referring to an 
area of land, sea and sky associated with 
a distinct group of people or First Nations 
community). 

 y particular Language groups or geo-cultural 
communities.

 y Acknowledgement of Country, Welcome to 
Country, and the names of other cultural 
practices (particularly when the meanings 
or perspectives behind the words – such as 
‘acknowledge’ or ‘welcome’ – are distinct 
in their Aboriginal and Torres Strait Islander 
cultural context). 
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HOW WE WRITE
In order to ensure we communicate 
with one voice, follow these writing tips. 

If you have any questions, please 
contact the Marketing Team.

marketing@commsatwork.org

Commas
When writing a list of items, commas should be 
used to separate all but the last two, which are 
separated by the word ‘and’.

Example:  
The children should bring a hat, sunscreen, a 
packed lunch and water. 

Emphasis
To emphasise a word in a sentence, use italics or 
bold. 

Example: 
Oliver is the best dancer.

Capital letters

Capitals (or uppercase letters) should only be 
used for starting sentences and for proper nouns, 
such as the names of people, places, titles, 
names of organisations, buildings and events. 

Example:  
The Department of Social Services

Paragraphs
Start a new paragraph each time you change 
topics. 

Titles
We italicise the names of novels, films, 
television series and artworks and use a 
capital for each word (except a, of, it or 
the unless it’s the first word of the title).  

Example:  
The Wind in the Willows

Bullet points
If you have a number of details on the 
same topic, it may be helpful to use bullet 
points. This keeps things clear and concise 
and is an easy guide for the reader. 

Apostrophes
There are two main ways we use 
apostrophes; to contract two words or to 
indicate ownership. 

Example:   
The program’s working well. 
The programs’ schedule is working well.

Quotes
When quoting a child or staff member, 
enclose their exact words in quotation marks. 

Example:  
“I’m hungry,” said Johnny. 

WRITING TIPS

COMMUNITIES AT WORK 
LANGUAGE STYLE GUIDE

14



Lists

Using a bulleted or numbered list can 
make your information more accessible. 
If the entries have information in steps, 
it’s preferable to create a numbered list 
(using Arabic numbers).

Check the following:

1. danger

2. response

3. airway

4. breathing

5. circulation

5. With a prefix plus a capital letter or date. 
 
Example: 
un-Australian, post-1990s

6. In fractions and compass points. 
 
Example: 
one-third, north-east

Acronyms and abbreviations
Acronyms and abbreviations can be 
confusing to readers, and are sometimes 
muddled with other similar acronyms. 

Where possible, don’t abbreviate terms that 
you use only once or twice, write them out 
each time. Do not overwhelm readers with 
strings of acronyms and abbreviations. Do 
not use full stops between acronym letters. 

Ampersands (&)
Unless space limitations are severe, restrict 
ampersands to company names, such as 
Jones & Co, and joint authorship, such as 
Hodder & Stoughton.

Hyphens
Hyphens are to be used:

1. In nouns or adjectives made up of two or 
more words that together operate as a single 
unit of meaning. 
 
Example: 
mother-in-law, side-effect

2. To clarify meaning when using adjectives 
before a noun. 
 
Example: 
people live in purpose-built houses

3. To separate double vowels or consonants. 
 
Example: 
pre-existing cross-section 

4. When the meaning of the words would 
change with the hyphen’s removal. 
 
Example: 
re-creation/recreation 
re-cover/recover
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3. Sentence fragments that do not use 
commas (no initial capital letter but use  
a full stop). 
 
The survey found that staff:

 y wanted to use A4 paper.

 y enjoyed social outings every month.

 y thought the parental leave arrangements 
were generous.

4. Sentence fragments that contain commas 
(no initial capital letter and use a semi-colon 
to separate the items). 
 
The objectives of the scheme are to:

 y help groups disadvantaged by social, 
cultural and geographic circumstances;

 y contribute to self-determination for 
those who develop, create and stage 
community-based activities; and

 y raise awareness of the links between 
social inclusion, valuing diversity and 
positive mental health.

Punctuation in lists

1. Simple list (no end punctuation is required). 
 
The program offered:

 y exercise

 y refreshments

 y social interaction

2. Full sentences (use an initial capital letter 
and full stop). 
 
The committee came to two  
important conclusions:

 y Officers from the department should 
investigate the feasibility of developing 
legislated guidelines.

 y Research should be funded in the three 
priority areas.

Time
We use 12 hour times, with hours and minutes 
separated by a full stop, followed by am or pm 
with no space. 

Example:  
9.00am or 2.33pm

Dates
We write out the date in day, date, month and 
year order. Avoid using numbers to represent the 
month. If space is limited, the day and month 
can be abbreviated to three letters. 

Example: 
Tuesday 17 May 2022 or Wed 9 Jul 2024 

Phone numbers
Use brackets for area codes and spaces to 
divide parts of a telephone number.

Example: 
(02) 6293 6500; 0418 574 695; +61 2 6293 6500
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ABOUT US
This general ‘About Us’ language can 
be used whenever you are required 
to write a few paragraphs about 
Communities at Work, whether on 
a grant or award application, or for 
another use. 

By using this language we ensure we 
are telling our story with one voice. 

At Communities at Work, people are at the heart of everything we do. As Canberra’s largest not-for-
profit community organisation, we have had extensive experience in the ACT and Capital Region 
enriching the lives of people in the Canberra community since 1977 and building better futures for 
tomorrow. 

Communities at Work is a public company limited by guarantee, governed by a volunteer Board of 
Directors. We have over 600 employees, nearly 100 self-employed Family Day Care and In-Home Care 
educators, and over 100 dedicated volunteers, who together help us make a positive social impact. 

As a people-focused, impact-driven organisation, we take pride in valuing our people, supporting their 
growth, and nurturing their passions. As the Large Employer of the Year four years running (2019-2022), 
Communities at Work has a proven track record for investing in our people to deliver the highest 
quality services. 

As a not-for-profit organisation, committed to creating a sustainable future for the Canberra 
community, Communities at Work invests every surplus dollar right back into the local community. 

Driven by our values, Communities at Work’s employees and volunteers go above and beyond, 
delivering a range of high-quality services and programs for our community. 

 y Our education and care services inspire positive educational outcomes.  

 y Our community services offer a helping hand to people experiencing hardship through  
essential food, clothing, accommodation and crisis support. 

 y Our lifestyles services empower seniors and people living with disabilities to live their best life. 

 y Our Galilee School fosters the learning and development of disengaged and vulnerable  
young people. 

ABOUT COMMUNITIES AT WORK
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marketing.team@commsatwork.org 
172 Dixon Drive, Holder ACT 2611

(02) 6293 6500
commsatwork.org


