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Message from the CEO:
Welcome to the Autumn edition of ACCAN Magazine, which is devoted to accessibility issues. Telecommunications technologies are developing at a rapid pace and our cover story this month traces the history of web accessibility and reviews three new smartphones for accessibility features (page 6). We are also delighted to have launched Media Access Australia’s ACCAN Grant Scheme project, which includes a review of social media accessibility and some brilliant Guides across eight social media platforms, including Facebook, Twitter, Skype, blogging and more. 
Our Policy in Focus feature is about why we believe access to telecommunications should be viewed in a human rights’ context (page 10). You can also learn all about how to make a captioning complaint if what you see on your television screen isn’t up to scratch (page 9) and Our Grants in Focus story looks at a project being conducted by the University of Wollongong which focusses on government public procurement policies (page 11).
We see technology as a great enabler for everyone. But what’s really exciting about the digital age we live in is that advances being made in accessibility with smartphones and broadband offer the potential for people with disability to participate, communicate and interact with the world in a whole new way. 
Cover image: Lauren, a musician and actor, has albinism and is visually impaired. Her favourite device is her iPhone because of its in-built accessibility features. Her favourite app is Google Maps, which she says makes it much easier for her to get around Sydney where she lives. Lauren stays connected with friends and family through email and texting. 
Magazine contributors:
Editor – same
Deputy Editor – same
Staff writer – same
Contributors: Dani Fried, Elissa Freeman, Wayne Hawkins, Richard Van Der Male, Robin McNaughton.
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Up Front:
Main Story 1: ACCAN refuses to sign TCP code
ACCAN has refused to sign the revised Telecommunications Consumer Protection (TCP) Code submitted to the Australian Communications & Media Authority (ACMA) for registration in February. The TCP Code is a voluntary set of rules administered by the industry body, Communications Alliance, which prescribes how telcos should treat their customers in relation to sales, customer service, billing, faults and complaint handling. The ACMA told the industry over five months ago, following its Reconnecting the Customer inquiry, that the revised TCP Code must address five key problem areas for telecommunications consumers or face direct regulation.
ACCAN believes the revised Code does not meet the ACMA’s requirements for advertising pre-sale information and expenditure management. Of all areas identified by the ACMA, none have been addressed by industry in full. For example, Communications Alliance has proposed that it set up its own compliance and monitoring arm to be an independent watchdog. ACCAN remains unconvinced an industry run compliance body would be able to ensure service providers follow the basic rules after years of rising consumer complaints to the Telecommunications Industry Ombudsman.
ACCAN’s decision to vote ‘no’ to the Code’s publication was not one taken lightly after 18 months of working together with industry to improve it. ACCAN Chief Executive Officer Teresa Corbin said “Despite mutual goodwill and a great deal of effort from all those involved, ultimately, our role is to represent all Australian telecommunications customers. We don’t believe this Code is going to be strong enough to transform the customer experience, produce clear advertising or prevent bill shock.”
Story 2: 
NBN to enhance tele-services for children with a disability 
The Australian Government recently launched the Remote Hearing and Vision Services for Children Initiative, announcing that they will fund $4.9 million over three years. The initiative will support services to about 125 children, in addition to the 100 children already supported by Royal Institute for Blind & Deaf Children’s Teleschool. Delivery of these new services will soon be put out to competitive tender.
For about a decade, the Royal Institute for Deaf and Blind Children has used videoconferencing to provide a remote educational program, now called ‘Teleschool’, which offers one-on-one help for families and children. Now, the NBN brings the promise of improved availability, reliability and connection speeds; increased access to in-home support; more frequent, consistent contact for families; a greater range of support options for families; and a decreased sense of isolation. For more information on the Initiative, visit fahcsia.gov.au. For more information on Teleschool, visit ridbc.org.au. 
Story 3: Captioning app for theatre
Accessible performance
Have you ever gone to a play or musical and struggled to hear what the actors were saying? You’re not alone! Many people who have a hearing impairment, are Deaf or from a non-English-speaking background can’t fully enjoy the theatre experience. Luckily, captions (like the subtitles you’d see on a foreign movie, but with extra information about sound and music) are making the move from TV and film to the stage. 
Previously, theatre captions were only available in an ‘open’ format (that is, visible to everyone in the theatre). But in a great use of emerging technology, theatre captions are now also available ‘closed’ (seen only by individual audience members). A new app, GoTheatrical!, lets you view real-time, accurate captions on your smartphone or tablet while you watch the performers live on stage. You just download the app, check out which performances are captioned, buy your ticket and you’re ready for that curtain to rise! For information about downloading the app, and to find captioned performances near you, visit theatrecaptioning.com.au.  
Story 4: ACCC tells consumers – know your rights: repair, replace, refund!  
The ACCC has launched an awareness campaign to inform people of their rights when purchasing goods or services. The Repair, Replace, Refund campaign aims to explain the consumer guarantees that apply to all goods and services bought or leased new, second hand, in stores and online. For example, when you buy a mobile phone the supplier and manufacturer provide a range of guarantees for example, that your phone will be of acceptable quality – safe, durable and free from defects, acceptable in appearance and finish and perform as expected or that spare parts and repair facilities will be available for a reasonable time. If you have a problem with a mobile phone handset contact the business you bought it from. If they do not resolve the problem, contact your local consumer protection agency or the ACCC. You can find out more about your rights at www.accc.gov.au
Thumbs up
To the ACMA who have included captions for people who are Deaf or hearing impaired on their online videos. 
Thumbs down
To ABC News 24 for cutting an Auslan interpreter out of shot during an important emergency news update on the recent NSW floods. 
Statistics
79% 
Australian households with access to the internet at home 
62% 
Percentage of people with a disability with access to the internet at home 
21 of 29 
Australia’s ranking amongst OECD countries in employment participation rates for people with a disability
31% 
Australians are aware of the National Relay Service, which people with a disability can use to make phone calls
3,641,559
Total number of minutes of calls made through the National Relay Service (NRS) in 2009-10 


Industry in Focus:
Tim O’Leary
Chief Sustainability Officer, Telstra
You’ve recently been appointed Chief Sustainability Officer at Telstra, what’s involved in that role?
My role is to help bring the “social and the environmental” into the heart of Telstra in a way that creates value – value for our customers, value for our people and value to the communities in which we work.  
Can you tell us how your work might facilitate greater access to communications technology?
Telstra has a proud of heritage of facilitating access. Last year alone we provided monthly concessions on home telephones for more than 1.2 million low-income households, 184,000 phone cards through community agencies and directly assisted around 3000 customers each month who were experiencing financial hardship. We are very much focussed around the challenge of digital inclusion – that is, ensuring all Australians can enjoy the everyday benefits of being connected. 
How do you work with the community on issues of accessibility?
We work closely with community stakeholders on issues of access through our Low Income Management Assessment Committee (which oversees many of our broader access programs) as well as specialist disability and indigenous stakeholders through our Disability Action Plan and our Reconciliation Action Plan. 
What difference do you see between corporate philanthropy and corporate social responsibility?
Generally speaking, corporate philanthropy is more concerned with basic giving, for example, providing a donation to help rebuild a community after a natural disaster. Corporate social responsibility tends to be a broader framework for the consideration of corporate responsibility, that is, how the business operates day to day, particularly in the context of changing social and environmental expectations of corporates. 
How does the telco industry compare to other industries when it comes to sustainability?
The telco industry has a remarkable opportunity to be a leader in sustainability. Not only are the new communications technologies essential to a low-carbon future, they also present remarkable opportunities to create a more inclusive society. One simple example is the transformative impact of the new communication technologies on the lives of those Australians who experience various forms of disability.
About Tim: Tim O’Leary joined Telstra in 2011 as Chief Sustainability Officer. In this role he has executive responsibility for strategic community and reputational initiatives, corporate responsibility, Telstra’s environment strategy and employee sustainability.


This is How I… Enjoy TV:
WAYNE HAWKINS, ACCAN DISABILITY POLICY ADVISOR
You’ve been advocating for some time for an audio description trial to take place on Australian television. Now it looks like it’s going to happen?
Yes, Senator Stephen Conroy made an announcement in late February that an audio description (AD) trial will commence on ABC1 television in August 2012. ACCAN, Blind Citizens Australia, Media Access Australia and Vision Australia have been campaigning on this issue for a long time, so it is great news and as someone who is blind, I am looking forward to taking part in the trial. 
What is audio description, exactly, and how does it work?
Audio description provides a narrative soundtrack that runs alongside the regular audio and describes actions and non-verbal cues that are occurring on screen so that people who are blind or vision-impaired can fully enjoy programs on television. 
The Government has hired a specialist consultancy to help people with a visual impairment participate in the trial by identifying digital televisions and set-top boxes capable of receiving audio description and the steps involved in activating this functionality.
Why is it important?
Television is of course a visual medium and most people don’t realise just how much of the narrative of drama programs and even news and current affair programs comes from non-verbal communication. My personal pet peeve is at the end of Australian Story, a program I really enjoy, has text only on the screen at the end of the program about what has happened to the person the story has been about. It’s really frustrating not being able to find out. But the good news is that this is exactly the sort of information I will now be able to receive through the AD. It is great that blind or vision-impaired Australians will soon be able to enjoy prime-time television without missing any of the action.
How will the trial work?
The trial will involve the broadcast of drama, documentary and other content with audio description on ABC1 for 14 hours per week during prime time over a 13-week period commencing in August 2012. The trial will be accessible to any viewer of the ABC’s digital ABC1 service who has an appropriate receiver.
What will happen when the trial ends?
The trial is intended to generate a greater understanding of the technical and consumer issues associated with establishing and delivering audio description services. The ABC will provide a report to the government on the audio description trial in the second half of 2012.
We see this trial on the ABC as an important first step in raising awareness of the need for AD among television executives from all networks and the wider community. We’re confident that a comprehensive trial of the technology will quickly translate into a permanent audio description service on the ABC and hopeful AD will soon be available on all television channels. 

Cover Story:
Open Sesame: Web Accessibility 
Web accessibility is to the world wide web what “Open Sesame” was to Ali Baba’s cave – accessibility will provide the riches of information, services and products that the world wide web has to offer.
Most of us can remember the world before the internet but it’s hard to imagine life without it these days. Where did we find the time to book flights over the phone? Get to the bank? Or keep up with the news? Remember writing actual letters and sending them in the post? Many of us take for granted as being done online today. The web has brought the world into our offices, living rooms and for a growing number of us, into our pockets via our smartphones. 
Recent developments in Information and Communication Technologies (ICT) have made significant changes to the lives of many people with disability. People who are blind can now use computers with the help of screen-reading software that converts text to speech. People who are Deaf or hearing impaired can view online video with captions. People with motor disabilities who are unable to use a mouse can access the web through specialised assistive technologies.  
However, for some of us, using the web is still more complicated than for the average user. Much of the web has not been designed with all abilities in mind. Complicated navigation systems, unlabelled graphics, uncaptioned audio and multimedia content has left many Australians unable to access all the benefits that the web has to offer.  So, for many people with disability the full potential of the web continues to be underutilised.     
As a person who uses a screen reader to access the web, I know those websites that are inaccessible are not designed to annoy me; they are inaccessible because the web designer or content author did not consider how a blind user would use their website. Consequently, the web can sometimes be more of a rabbit-warren than a super-highway. For example, website registration Captcha boxes, which ask users to enter number or letters from a blurred or choppy image, are increasingly used to protect against automated software registration. A person who is blind can’t ‘read’ the text in this image so the Captcha box can prevent people registering for a potential service. Websites that present information via audio files without providing the information as text exclude Deaf and hearing-impaired users. Web sites that have scrolling text make it difficult for people with low literacy or cognitive disabilities to understand the information that is being presented.
The biggest misnomer about implementing web accessibility is that it only helps a small portion of the community. However, well-designed web content which incorporates best practice web accessibility features not only assists people with disability but makes the web more usable for all users. Easily recognised icons, graphics with text descriptions, captioned video, easy-to-use navigation tools and straight forward presentation improve the web experience for everyone.
How it is that such a ubiquitous medium can emerge without providing access to significant numbers of people? In the world of real estate it’s all about location, location, location. In the world of accessibility it’s all about awareness, awareness, awareness. The explosion of web content over the past 15 years has been driven by the desire to make information, products and services available to the widest audience possible. It makes sense then to design web content to be accessible and usable for all people, whatever the user’s hardware, software, language, or their physical or mental ability. 
So what is web accessibility?
The world wide web was developed in 1991 by Tim Verners-Lee. Within a few years the availability of information, services and products on the web exploded. This rapid development of web content created a number of operability issues and accessibility for different technologies, software and equipment needs were not addressed in most mainstream web development.
The first web accessibility guidelines were developed by Professor Gregg Vanderheiden in 1995. The current guidelines, developed by the W3C Web Accessibility Initiative, are known as WCAG 2.0 and were released in 2008. The Guidelines provide a standard reference of accessibility best-practice for websites, web software and website tools.
What are the web accessibility guidelines? 
The current WCAG 2.0 guidelines are divided into three levels of accessibility: ‘A’, ‘AA’ and ‘AAA’. Each of these classifications provides a different level of accessibility with ‘A’ being the most basic and ‘AAA’ offering the greatest levels of accessibility. Here are some examples from the current guidelines:
1. provide a text alternative to all graphics and images presented on screen,
1. provide synchronised captions for video content 
1. make all tasks on a site possible via a keyboard. 
For full information about these guidelines go to http://www.w3.org/ 
Where do we stand in Australia?
There is a growing awareness in Australia about the economic and social benefits of having web content that is accessible for all. Many TAFE web design courses now cover web accessibility authoring and development. Australia’s first tertiary backed professional Web Accessibility Certificate program was recently developed by the University of South Australia and Media Access Australia. 
There are no broad regulations mandating web accessibility for Australian web sites and web content. However, Section 24 of the Commonwealth Disability Discrimination Act (1992) requires providers of goods and services to make them available to all Australians including those with disability. This was tested for web content and web sites in a landmark legal case in 2011 when the Sydney Olympic Games Organising Committee was found to have discriminated against Bruce Macguire by not making its website accessible for him as a Braille user. 
Additionally, as part of Australia’s obligation under both national and international legislative instruments, government websites and web content must be accessible to people with disability. In 2010 the Federal Government initiated a National Transition Strategy to ensure that all Government (Federal, State and Territory) websites are WCAG 2.0 ‘A’ compliant by end of 2012 and ‘AA’ compliant by end of 2014. 
How do you know if your web content is accessible? 
The WCAG 2.0 guidelines provide the essential information for making web content accessible and there are a number of open-source tools that can measure some basic accessibility compliance features. Media Access Australia has a number of resources on their website that can provide feedback on site’s accessibility.
New research and guides released last month by Dr Scott Hollier from Media Access Australia (MAA) aim to make Facebook, LinkedIn and Twitter more accessible for people with a disability - to ensure one in five Australians aren’t left behind as social media use becomes more popular.
MAA secured funding for the project via the ACCAN Grants Scheme. Dr Hollier then conducted an eight-month qualitative study among people who are blind or vision-impaired, Deaf or hearing-impaired and people with mobility impairments and found there was a strong desire among those who weren’t already using social media for tools to teach them how.  
Dr Hollier says social media creators are slowly starting to develop tools so that everyone can access sites. 
“Facebook now has a phone app that is very accessible for people with vision impairments, for example – whereas three years ago getting to the content was virtually impossible to,” says Dr Hollier.
Dr Hollier says social media growth has exploded in Australia since he last conducted a Social Media Access Review in 2009. Facebook for example has ten million users in Australia and 1.9 million users a month access Twitter. 
“We used to get questions from people like ‘Should I be using Facebook or MySpace?’” he says. 
Now the questions are a lot more specific, like ‘How can I access Facebook and how can I use Twitter?’” 
To this end, and through funding provided by the ACCAN Grants Scheme, Dr Hollier is today launching a series of user guides for people with disability for various applications including Facebook, LinkedIn, YouTube, Twitter, blogging and Skype.
The SOCIABILITY Guides will be distributed to disability organisations around Australia and are also available via www.accan.org.au/socialmediaguides 

“We expect these guides to be very popular. Our research has found that people with disability are keen to use social media to engage, participate and share funny videos of cats – just like everyone else!”
“It’s vitally important, with the speed at which technology is moving, that people with disability aren’t left behind.”
Title: Smartphone accessibility

Surf the web, answer a work email or transfer some funds. We do it all on our smartphones without a second’s thought. Can these devices offer blind consumers the same portable lifestyle? To answer this, we set up accessibility tools were setup on the latest Blackberry, Android and iPhone and tested for their functionality.

Blackberry Storm2: There is no voice-led interface for this or any Blackberry smartphone. The in-built accessibility features are not suited to blind consumers. You can buy an app developed with Blackberry ($449USD) but only if you’re American. 
Verdict: Forget Blackberry. 

Samsung Galaxy SII: With the free app, screen-reading works but not everything is announced, making it a frustrating and sometimes mystifying affair. The typing system worked but was haphazard. An accessibility app ($99AU) worked better but ruined the phone experience and didn’t address many issues. Verdict: Watch this space. Android is usable but needs a re-design.  

iPhone 4s: Turn on. That’s all you need to do to activate accessible features which come preinstalled.  Screen announcements are logical and navigation techniques are easily learned.  Typing was easy and common sense, although a little slow. Siri, with her simple English voice commands, also greatly enhances its accessibility.  Verdict: This is the only real choice. Accessibility comes free and it works. 





Consumer tips: How to make a captioning complaint
TV captions – who needs them? A surprisingly large number of us, it seems.
Are you one of the 30 percent of Australians who sometimes or always use the captions when you watch TV? 
If so, you are part of a growing number of people who want to see that text at the bottom of the screen that displays what someone is saying and also other sound effects. 
Survey research by The Australia Institute has shown that it’s not just TV viewers who are Deaf or hard of hearing who use captions. In fact, the percentage of people who say they sometimes use captions (30%) is higher than the 18.7% of the population who have a hearing impairment.
Many people are using captions while watching TV in noisy places, like the gym or an office – or there are those who want to watch TV late at night without disturbing others in the household.
Surprisingly, the 18-24 year-olds were the group that most often reported using captions “sometimes” – perhaps because they are used to having the TV on while doing something else.
When are captions supposed to be provided on television? 
All Australian free-to-air TV broadcasters must caption programs shown between 6pm and 10:30pm on their primary channel (i.e. channels Seven, Nine Ten, ABC1 and SBS1). News and current affairs programs must have captions at all times. 
Multi channels are the extra channels that you get when you have a digital television or digital set-top box i.e. 7Mate, GO!, ABC2, SBS2 etc. Programs on those multi channels are only required to have captions if a program was previously screened on the primary channel with captions. For example, if Channel Seven broadcast an episode of American Dad with captions it must include captions when it shows the same episode on 7mate. 
Poor caption quality
You can make a complaint whenever captions are missing or if they are so bad you can’t read or understand them.
How to make a captioning complaint 
You must lodge a complaint to the broadcaster within 30 days of the program being shown on television. You can’t make a complaint by phone or TTY (text telephone), you can only complain by mail, fax or online. 
To complain using an online form go to: www.freetv.com.au/Content_Common/OnlineComplaintStep1.aspx
To make a complaint by mail or fax contact the TV station directly. A full list of contact details can be found on ACCAN’s website. 

Policy in focus:
Title: Human rights in a digital era
The internet, computers and phone services are increasingly important to our lives. ACCAN is advocating for the inclusion of access to Information and Communications Technology (ICT) to be included Australia’s human rights goals. 
In Australia access to a phone or the internet is essential to participation in society. We search for jobs online, do our banking, shopping and keep in touch with our loved one. Being unable to afford or access technology like a basic internet service dramatically affects an individual’s quality of life. This is why ACCAN has pushed for human right actions on the availability, affordability and accessibility of ICT. 
Recently the United Nations reviewed Australia’s human rights record in a process known as the Universal Periodic Review, and, after seeing how we compared to the rest of the world, the Federal Government created a list of actions in order to improve the state of human rights in Australia. These actions have been released as a draft National Human Rights Action Plan. 
ACCAN argues that the Plan should include a disability by researching and implementing an all-of-government public procurement policy. Public procurement is the process governments use to purchase products and services (see Grants In Focus, page 10). Put simply, if the government purchased more ICT equipment with built-in accessibility features, the public service would become a more disability-friendly workplace. As the government is a large organisation with strong buying power, the wider marketplace would present greater choice of accessible products and services as these are imported to Australia. 
The United Nations has already recognised the importance of the internet for achieving human rights goals. There is even debate amongst some groups that access to the internet itself should be considered a fundamental human right. With this in mind, the Australian government needs to monitor who can afford and access key ICT like the internet. 
You can read the full submission ACCAN made to the Attorney-General’s Department at www.accan.org.au/submissions 








Government ICT Purchasing: What differences can accessibility criteria make for people with disabilities?
The Project
The idea of public procurement as a path towards equality is a complex one, but with a range of international successes in influencing social policy, the concept is gaining ground. Disability advocates are looking to accessible information communications technology (ICT) public procurement policies to improve the availability of accessible ICT products for Australian consumers and Australian public services more broadly. 
William Tibben and Karthik Nagarajan at the University of Wollongong, along with accessibility specialist Gunela Astbrink, are developing a foundation document to benchmark Australian policies against international best practice and draw on local knowledge gained through consultation with a range of stakeholders. The report, to be released in May 2012 will make recommendations for appropriate ways to consider accessibility criteria in public procurement as a method of improving accessibility of ICT products and services for people with disabilities in Australia. 
Why is public procurement important?
 ‘Public procurement’ is the process that governments use to purchase products and services. An accessible ICT procurement policy would require government to ensure that its ICT purchases are accessible for people with disability. Because the government has such strong purchasing power, there is potential to stimulate greater choice of accessible products and services available in the Australian ICT marketplace. Further, accessible ICT procurement policy would help to ensure that all public service workplaces are accessible for current and future employees living with disability, and that public sector electronic information and services are more accessible. 
An Advocacy Toolkit
Community-level advocates operate in human rights and social justice frameworks, while public procurement objectives can often be contained within a market approach. The resulting challenge is to align both agendas to present a strong case for accessible ICT.  Sound complex? An advocacy toolkit based on this research is in development and is due to be released in May to help disability advocacy organisations take up the cause. If you’d like to receive a copy for your organisation, email research@accan.org.au. 


 




Colin Allen, Director of Services, Deaf Society of NSW
Tell us about the Deaf Society of NSW (DSNSW) 
The Deaf Society of NSW is a leading service provider for Deaf and hard of hearing people in NSW. We are a bilingual, bicultural, community-centred organisation. We provide services in community development; interpreting between Auslan (Australian Sign Language) and English; Auslan translation, education and training; client support; employment; advocacy and information.  
What is the DSNSW’s main goal and yours as Director of Services? 
The Vision of the Deaf Society of NSW is Equity for Deaf people and our goal is to increase opportunities for Deaf people, working for better access to services across NSW. My role as Director of Services is to ensure we achieve that goal and make our vision a reality. 
What are the telecommunications challenges/issues that DSNSW clients and members face? 
These days, the National Relay Service’s TTY Relay Service, which the Australian Deaf community fought hard to get, is almost ancient in relation to telecommunications needs. Now the majority of Deaf community members have discovered that we can make phone calls in our own language – Auslan – we are seeking a permanent Video Relay Service. A Video Relay Service allows Deaf people to communicate with the rest of the Australian community by making ‘phone calls’ using video. It’s a much quicker, more comfortable and more accessible way of making phone calls for most Deaf people than having to use an English text-based relay service.
You are also current President of the World Federation of the Deaf. Are the telecommunications issues for Deaf people worldwide similar to that in Australia? Is Australia ahead or behind other countries in terms of access to telecommunications for Deaf people? 
Some countries are more advanced but we’re well ahead of others. The Australian Government provides the NRS, which many other countries lack, which is commendable. On the other hand, the Australian Government has not provided improvements to telecommunications which community members clearly want, such as a Video Relay Service. 
Why is DSNSW a member of ACCAN? 
The Deaf Society of NSW believes in this type of work, led by consumer organisations, achieving what the community actually needs. It is important for us as a service provider to learn what the community wants in the area of telecommunications and our membership of ACCAN helps us to do that.





[bookmark: _GoBack]Meet a new Member: 
Able Australia provides high quality services to people living with multiple disabilities, including deafblindness. One of the many services offered is Ablelink. Using state of the art adaptive technologies including the use of iPads with braille displays to develop communication skills.  All services are individually designed to meet the interests and needs of participants and their families. 




