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1.0 Introduction

This guidance has been developed to support Registrants and Pre-Registrants in
strengthening their cultural competence and awareness when working with service
users. It should be applied in accordance with relevant legislation. It aims to highlight
the importance of recognising diversity, respecting individual identities, and adapting
professional practice to meet varied needs.

Cultural competence is an ongoing process of learning and reflection. It is not possible
to fully understand every community or cultural nuance, but it is a professional duty to
identify areas for personal development and to approach service users with openness,
respect, and professional curiosity.

Registrants and Pre-Registrants should remember that:
« Not all individuals who share a cultural, religious, or ethnic background will
follow the same practices;
e Many individuals self-identify in unique ways, and identity can be fluid;
o Asking open, respectful questions helps to avoid assumptions and supports

informed, person-centred care.

This guidance supports Registrants and Pre-Registrants to meet their obligations

according to the Standards of Proficiency.

IRCM’s Standards of Proficiency in Case Management require that case managers:

3.6. Treat all service users and others with respect, upholding the IRCM core
values of inclusivity and diversity, compassion, person-centredness, and
empowerment.

5. The case manager will practise in an inclusive, anti-discriminatory, and
culturally competent manner that promotes equality of access,
participation, and outcomes, and must

5.1 understand and apply equality, diversity, inclusion and human-rights
legislation and best practice guidance.

5.2 recognise, reflect on, and actively address conscious and unconscious
bias, seeking supervision, peer feedback, and further learning where
needed to maintain objectivity and fairness.

5.3 adapt communication and engagement approaches to meet the diverse
needs, preferences, and abilities of service users, families, and
stakeholders, ensuring information is accessible and inclusive.

5.4 demonstrate awareness of intersectionality, recognising how
overlapping aspects of identity and lived experience may shape service
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users’ opportunities, barriers, and outcomes, and integrate this into
practice.

7.1. Use active listening skills to understand the service user’s perspective,
capturing their values, beliefs, and preferences in a person-centred assessment
process.

10.2. Demonstrate professional respect, kindness, and compassion for the
service user, family, and others as appropriate.

11.1. Provide accessible information, according to the recipients’ needs, to
facilitate supported decision-making.

21.1 Take ownership of their own learning and development, identifying their
support needs, and developing and negotiating their own personal development
plans as required.

2.0 Protected characteristics and wider considerations

Under the Equality Act 2010, there are nine protected characteristics:

age;
disability;

gender reassignment;
marriage and civil partnership;
pregnancy and maternity;
race;

religion or belief;

sex;

sexual orientation.

It is important not to make assumptions about protected characteristics. Individuals
may describe or understand their own identity in different ways, and self-perception
can vary widely even among people in similar circumstances. Respecting how
someone chooses to define and express their identity is a key part of inclusive and
person-centred practice.

In addition to protected characteristics, Registrants and Pre-Registrants should be
mindful of other factors that may increase vulnerability or create barriers to service
user support, including, but not limited to:

Military service history (higher risk of suicide, PTSD, substance misuse,

homelessness).
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o Experiences of care and children looked after, (higher risk of attachment
disorders, trauma, foetal alcohol spectrum disorder - FASD, and
homelessness).

e Socioeconomic disadvantage and homelessness.

e Migration and asylum-seeking experiences.

3.0 Cultural Considerations

Cultural competence requires an understanding of how different aspects of a
person’s identity may influence their experiences, values, and needs. This section
sets out some areas that Registrants and Pre-Registrants should reflect on when
working with service users. These are not exhaustive, but they provide useful
prompts for respectful enquiry and professional curiosity. Registrants and Pre-
Registrants should avoid making assumptions and instead engage in open, sensitive
conversations to understand what is relevant for each individual

Registrants and Pre-Registrants should be aware of how religious practices and
beliefs may influence:

e dietary requirements (including fasting and restrictions such as halal/kosher);
e religious holidays and pilgrimages;

e working days and weekends;

e attitudes towards alcohol, drugs and medications;

e end of life care, bereavement and rituals around death;

e marriage, fertility, contraception and abortion;

e dress, modesty and religious attire (e.g., hair and hair coverings);

e medical interventions (e.g., transfusions and organ donation);

e mental health and spiritual support;

e religious practices (e.g., prayer, worship, sacred texts and symbols);
e attitudes to money and financial practices;

e greetings (e.g., shaking hands);

e safeguarding and legal risks (e.g., female genital mutilation, forced marriages

honour-based violence and radicalisation).
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Not all beliefs are religious beliefs. Other beliefs are also protected and should be
considered including ethical veganism, pacifism, belief in climate change and
environmentalism and atheism.

Registrants and Pre-Registrants should be aware of how ethnicity may influence:

¢ diet and food preparation practices;

e family roles, kinship and caring expectations;

e working days and weekends;

e preferred languages;

e attitudes towards education and employment;

e cultural practices and traditions;

e dress, modesty and presentation (e.g., hair and hair coverings);

e community networks;

¢ trust and engagement with services;

e access to and engagement with healthcare;

¢ health risks and prevalence (e.g., susceptibility to illnesses, conditions and
diseases);

e greetings (e.g., shaking hands);

e safeguarding and legal risks (e.g., female genital mutilation, forced marriages,

honour-based violence and radicalisation).

4.0 Practical application

This guidance provides starting points for professional learning. It is the responsibility
of Registrants and Pre-Registrants to:

¢ have open and respectful conversations with service users;
e consider how personal beliefs and preferences influence needs;
e use demographic and population data (e.g., ONS statistics) to understand the

communities in which they practice;
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e review their own knowledge and skills regularly and identify areas for further
development;
e follow appropriate processes and raise safeguarding concerns with the relevant

bodies where they apply.

Registrants and Pre-Registrants are encouraged to review population data for the
areas where they practice. Understanding the communities in their place of work
supports cultural competence. Local and national demographic data can support
Registrants and Pre-Registrants to anticipate potential needs, tailor their approach
and ensure that their services are inclusive and responsive.

Sources such as the Office for National Statistics (ONS) provide valuable insights
into:

Religion and Belief UK — prevalence of different faith groups, patterns of religious
practice, and associated community needs.

Ethnicity UK — population diversity, cultural backgrounds, and potential implications
for communication, health, and engagement.

Scotland Census data

Northern Ireland Census data

Using this information as a starting point supports better preparation, but it should
always be combined with respectful, individual conversations to understand each
service user’s unique identity and preferences.

5.0 Review and updates

This guidance will be formally reviewed and updated on an annual basis. Registrants
and Pre-Registrants are responsible for staying informed about, and adhering to, any
interim updates issued by the relevant regulatory or professional bodies between
scheduled reviews.

\Version Date Amendments
1 18.02.26
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