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From the Lounge Room

to the Waiting Room

Becoming a Trans-Inclusive Primary
Care Practice

Linking you to resources and support material as a

primary care clinic in western Victoria.

Why should our practice become
more Trans-Inclusive?

Trans and gender-diverse people face significant
barriers in accessing healthcare, including
discrimination, misgendering, and lack of
provider knowledge. These experiences can lead
to avoidance of care, poorer health outcomes,
and increased psychological distress.

By adopting trans-inclusive practices, primary
care providers can foster trust, improve patient
engagement, and deliver safer, more effective
care.

Good gender-affirming care may reduce rates of
depression and suicide attempts among trans and
nonbinary individuals.

Who should be involved?

e Reception and administrative teams
e IT, Marketing and Communications
e Clinicians and health care providers
e Practice managers

Resources and Templates

Creating Affirming Spaces
Transgender Health - Adults (HealthPathways)
Transgender Health - Children and Adolescents

Where to start?

The best place to start is to think about how a
patient finds your practice. Is it through:

e Website search

e Word of mouth - family and friends

e Referrals - other health professionals
e HealthDirect

Trans-Inclusive Websites

Inclusion Statement

Include a visible and specific non-discrimination
statement on your homepage or “About Us”
page. For example:

“We are committed to providing inclusive,
respectful, and affirming care to all patients,
including transgender, nonbinary, and gender-
diverse individuals.”

Use Inclusive Language

e Refer to “patients of all genders” rather
than “men and women.”

e Avoid gendered assumptions in service
descriptions.

e Use terms like “chest health” instead of
“women’s breast health” where
appropriate.


https://www.transhub.org.au/clinicians/clinical-environments#creating-affirming-spaces
https://westvic.communityhealthpathways.org/400110.htm
https://westvic.communityhealthpathways.org/462505.htm

Becoming a Trans-Inclusive Practice

Introduce your team with pronouns

List staff bios with pronouns (e.g., Dr. Rohan Singh
(they/them)), showing normalisation of pronoun
sharing.

Ensure staff are trained to use the patient’s
provided pronouns and preferred name.

Showcase Visual Cues

e Use inclusive imagery (e.g. diverse gender
expressions).

o Display logos or badges from LGBTQIA+ health
organisations (e.g., Rainbow Tick, ACON
Welcome Here).

e Include photos of your waiting room if it
features inclusive signage or literature.

Provide Resources

Link to trusted trans health resources or community
organisations. This shows your commitment to
ongoing learning and support.

Accessibility and Privacy

Mention features like:

e Gender-neutral bathrooms

e Private intake options for sensitive
information

e Clinical Information systems that record
chosen names and pronouns

Website updates and visual signals are important,
but they must be backed by genuine trans-inclusive
behaviours throughout the practice. Without
consistent, affirming actions from all staff, online
messaging risks appearing performative rather than
meaningful.
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Trans-Inclusive practices for phon
calls

Greeting and Name Use

Ask for and use the chosen name:

“Hi, this is [Practice Name], my name is
[Receptionist Name]. May | ask your name and
pronouns so | can address you respectfully?”

If the caller gives a name that differs from
what’s on file, don’t question it - just use it.

Ensure the patient’s preferred name and
pronouns are noted as such on their file.

Pronouns and Gender-Neutral Language

Avoid gendered terms like “sir” or “ma’am.”
Use neutral alternatives:

“How can | help you today?”

“Would you like me to book that appointment
for you?”

If pronouns are known, use them appropriately
in follow-up calls or messages.

Privacy and Sensitivity

Be discreet when confirming details:
Instead of: “Is this Mr. John Smith?”

Try: “Can | confirm I’m speaking with [Chosen
Name]?”

If discussing sensitive topics (e.g., hormone
therapy, gender-affirming care), ensure the
caller is in a private space or ask if it’s okay to
proceed.

Booking Appointments

Offer options without assumptions:
“Would you prefer to see a particular clinician?”

“Is there anything specific you’d like us to know
before your visit?”

If your system allows, note chosen name and
pronouns in the appointment record so the
clinical team is prepared.
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Becoming a Trans-Inclusive Practice

Handling Mistakes Gracefully .
e If you misgender someone or use the wrong
name:
Apologise briefly and correct yourself:

“I’m sorry, | meant [Chosen Name]. Thank you
for correcting me.”

Chosen Name and Pronouns: Include fields for
these on all forms and ensure they are used
consistently across systems.

Allow patients to complete forms in private or
digitally if they prefer.

Reception Team Training

Staff Training Frontline staff set the tone for the entire visit.

¢ Include phone role-play scenarios in training o
sessions.

e Provide scripts and cheat sheets for respectful,
inclusive communication.

Trans-Inclusive Practices: Waiting .
Room and Reception Team

Physical Environment

Creating a welcoming space starts with what
patients see and feel when they walk in.

o Display posters or signs that affirm LGBTQIA+
inclusion (e.g., “All Genders Welcome,” “We
Respect Your Pronouns”).

e Offer magazines, brochures, and health
information that reflect diverse identities and
include trans-specific content.

e Clearly label bathrooms as “All-Gender” or
“Gender-Neutral” and ensure they are

Train staff to ask and use correct pronouns
without making assumptions.

Example: “Hi, welcome! What name and
pronouns would you like us to use?”

Always use the patient’s chosen name, even if it
differs from legal documents.

Teach staff how to apologise and correct
themselves respectfully if they misgender
someone.

Example: “I’m sorry, | meant to say they. Thank
you for your patience.”

Communication and Confidentiality

Avoid calling out legal names or gender markers
in public areas.

Use terms like “partner” instead of
“husband/wife” and “parent/guardian” instead
of “mother/father.”

Reception staff can wear pronoun badges or
rainbow pins to signal allyship.

accessible. Feedback and Improvement

e Use artwork or imagery that reflects a range of
gender expressions and body types.

Intake and Forms

The way information is collected can either affirm
or alienate.

e Two-Step Method - Ask for both:

o Gender identity (e.g., woman, man,
nonbinary, trans man, etc.)

o Sex assigned at birth (only if clinically
relevant)

Provide a way for patients to share their
experiences and suggest improvements.

Include trans-inclusion in ongoing professional
development for all staff.

For more information contact your
Primary Care Engagement officer on:

e: Ql@westvicphn.com.au
t: 1300 176 271
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