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Thank you for the opportunity to provide comments on the National Human Rights Action 

Plan (the Plan). Broadly, ACCAN strongly encourages the Government to amend the Plan 

so it contains specific, measurable and achievable goals with clear timelines in which to 

achieve practical actions. 

 

1. About ACCAN 

The Australian Communications Consumer Action Network (ACCAN) is the peak body that 

represents all consumers on communications issues including telecommunications, 

broadband and emerging new services. ACCAN provides a strong unified voice to industry 

and government as consumers work towards availability, accessibility and affordability of 

communications services for all Australians.  

 

Consumers need ACCAN to promote better consumer protection outcomes ensuring speedy 

responses to complaints and issues. ACCAN aims to empower consumers so that they are 

well informed and can make good choices about products and services. As a peak body, 

ACCAN activates its broad and diverse membership base to campaign to get a better deal 

for all communications consumers. ACCAN currently has 191 member groups and 

individuals supporting the work that we do. 

 

2. Availability, accessibility and affordability of ICT should be measured through 

ongoing data collection  

ACCAN’s previous submissions to the Attorney General’s Department outlined how 

available, affordable and accessible Information and Communications Technology (ICT) is 

an important element of an adequate standard of living and social inclusion.1  The Plan 

should include measures related to ICT in order to meet the Universal Periodic Review 

Recommendations to improve social inclusion.2 Given this, ACCAN is disappointed that 

issues relating to availability, accessibility and affordability of ICT are not adequately 

addressed in the Plan.  

 

                                            
1
 See ACCAN, (2011), Response to Australia’s Universal Periodic Review, Consultation on Recommendations, 

Accessed 29 February 2012 
http://accan.org.au/files/Submissions/ACCAN%20UPR%20submission%20050411%20F.pdf  and ACCAN, (2011) 
Response to Human Rights Baseline Study, Accessed 29 February 
http://accan.org.au/files/Human%20Rights%20Baseline%20Study%20090911.pdf  
2
 ACCAN, (2011), Response to Australia’s Universal Periodic Review p 2.  
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In some ways, the Plan relies on ICT for achieving human rights goals. For example, action 

28 requires the Attorney General’s Department to maintain the Access to Justice Website.3 

The Australian public needs to have access to ubiquitous and affordable internet services to 

get full benefit from this site. Other actions in the Plan reference websites which require an 

accessible and affordable internet service.4  

 

The advisory group proposed in actions 1 and 220 of the Plan should consider the 

importance of available, accessible and affordable ICT for the achievement of human rights 

goals.5 ACCAN submits that the following statistical data should be collected:6 

 

Availability: 

1. Proportion of households connected to high speed broadband. 

 

Accessibility: 

2. How does each member of the household use the internet at home: education; e-

health; contact government services; entertainment; staying connected with 

community, family and/or friends, other (specify); 

3. What would help you use the internet more regularly and for different purposes as 

listed above? Purpose: to identify any barriers, eg digital literacy, accessibility issues 

for people with disabilities, relevance etc 

 

Affordability: 

4. Is the internet service you have purchased adequate for your needs? 

5. In the last 12 months have you had any difficulty paying your communications bills? 

(Includes mobiles, landline, internet) 

 

Statistical data should also be collected in these areas. 

 Increase in the proportion of people with a disability regularly using the internet; 

 Increase in the proportion of people with a disability having their preferred accessible 

telephone service in their home and at their place of work; and  

 Increase in the proportion of DVDs, Cinema, Online and television broadcasts with 

captioned and audio description services. 

 

3. Ensuring all Australians can access essential services by phone 

Services offered over 1800 freephone numbers and 13 or 1300 local-rate numbers are not 

affordable for all Australians.7 From a landline, 1800 calls are free and 13 or 1300 calls cost 

a low flat fee of about 30 cents. From a mobile phone, 1800, 1300 and 13 numbers are 

                                            
3
 Attorney-General’s Department (2011), Australia’s National Human Rights Action Plan 2012 – Exposure Draft, 

Accessed 29 February 2012: http://www.ag.gov.au/Documents/National+Human+Rights+Action+Plan+-
+Consultation+version.pdf  p 10 
4
 For example actions 6, 28, 103 in Attorney-General’s Department (2011), Australia’s National Human Rights 

Action Plan 2012 – Exposure Draft.  
5
La Rue, Frank (2011) Report of the Special Rapporteur on the promotion and protection of the right to freedom 

of opinion and expression, Presented to the seventeenth session of the Human Rights Council 16 May 2011, 
A/HRC/17/27, Accessed 1 July 2011: 
http://www2.ohchr.org/english/bodies/hrcouncil/docs/17session/A.HRC.17.27_en.pdf    
6
 This criteria was originally outlined in ACCAN, (2011) Response to Human Rights Baseline Study pp 7-8. 

7
 See ACCAN, (2011), Response to Australia’s Universal Periodic Review p 2. 
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usually charged at a per-minute rate, typically 90 cents but up to $1.78 per minute.8  Often 

services that use these numbers have long call-waiting times or, in the case of counselling or 

information lines like 1800RESPECT, can involve lengthy discussions.  

 

People who only own a mobile phone can find such services prohibitively expensive. 

Currently 17 per cent of Australians only have a mobile phone, this number has grown each 

year.9 People on low-incomes, young people and disadvantaged groups such as people 

experiencing homelessness are more likely to only have access to a mobile phone.10 The 

Attorney-General’s Department has recognised this issue as a barrier to achieving human 

rights and social inclusion goals in a submission to the Australian Communications and 

Media Authority (ACMA).11 

 

Item 103 of the Plan, access to 1800RESPECT, is directly affected by this matter. This 

service aims to assist people who have experienced or are at risk of experiencing domestic 

and family violence. The nature of domestic and family violence means it can be difficult to 

make calls about the situation in the home using a landline.12 If a person calling 

1800RESPECT from their mobile has no or not enough pre-paid credit they will not be able 

to access this service. Even if a call can be made, the cost of calling can cause financial 

distress or cause the person seeking assistance to end the call earlier than desired.  

 

There are other actions in the Plan that rely on services using 1800, 1300 and 13 numbers 

that will be expensive for people calling from a mobile phone. These include actions 17, 21, 

39, 51, 69, 84, 87, 102, 111, 115, 128, 129, 133, 157, 171, 175, 187, 206 and 207. 

 

The ACMA has consulted on amending the Numbering Plan so that 1800 numbers will be 

free and 13 numbers cost about 30 cents when called from mobiles.13 A decision on the 

matter is expected soon. As part of the Plan the Attorney General’s Department should 

continue to support this change. If the ACMA comes to a decision that would increase 

access to 1800 and 1300 numbers via mobile phones, the implementation of this should be 

included as an action in the Plan.  

 

4. Action 155: amend Livable Housing Design Guidelines  

Action 155 contains a number of actions that will achieve social inclusion goals for people 

with a disability. However, ACCAN believes that access to ICT should be a core aspect of 

social inclusion. The Livable Housing Design Guidelines and Strategic Plan do not currently 

contain instructions that would allow access to telecommunications for people with 

                                            
8
 ACMA (2011), Freephone and local rate numbers: the way forward, Accessed 29 February 2012 

http://www.acma.gov.au/webwr/_assets/main/lib410119/ifc37-2011_numbering-
freephone_and_local_rate.pdf  
9
 Roy Morgan Research, 2012, Australians 14+ who own or use a mobile phone and do not have a home 

telephone , Accessed 29 February 2012 http://www.roymorgan.com/news/press-releases/2012/1567/  
10

 ACCAN,(2011), Numbering: Consultation paper 4, Access 29 February 2012 
http://accan.org.au/files/Submissions/Numbering%20consultation%20four%20FINAL.pdf  
11

 Attorney-General’s Department, Civil Justice and Legal services Group (2011), Submission on Numbering: 
Freephone and local rate numbers. The way forward. Accessed 29 February 2012 
http://www.acma.gov.au/webwr/_assets/main/lib410119/ifc37-2011_civil_justice-legal_svces.pdf  
12

 For a full discussion see ACCAN, (2011), Inquiry into domestic violence trends and issues in NSW, Accessed 29 
February 2012 
http://accan.org.au/files/Submissions/Inquiry%20into%20domestic%20violence%20trends%20and%20issues%
20in%20NSW%20Final.pdf  
13

 ACMA (2011), Freephone and local rate numbers: the way forward.  
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disability.14 Phone and electrical outlets capable of supporting a TTY (telephone typewriter 

used by people who are Deaf, hearing-impaired or speech-impaired) or captioned telephone 

(used by people with a hearing impairment) must be available in a range of rooms to ensure 

that the resident is able to easily access the TTY without encountering the trip hazard of 

cords. The Plan should amend action 155 to include a provision to reassess the Livable 

Housing Design Guidelines so access to ICT for people with a disability can be considered.  

 

5. Accessible ICT procurement policy needed to achieve actions 156 and 158  

ACCAN is pleased to see actions 156 and 158 that will increase social inclusion through 

employment measures for people with a disability. A focus on ICT can enhance these 

actions.  

 

Public procurement is the process that governments use to purchase products and services. 

An accessible ICT procurement policy would require the government to ensure that its 

purchases of computer hardware, software, telephones and electronic services are 

accessible and usable by people with disability.15 The Plan should include an action to 

research, consult on and implement a whole of government accessible ICT procurement 

policy.  

 

A whole of government public procurement policy mandating accessible ICT would further 

the employment possibilities for Australians living with disability. As many as 18.5 per cent of 

Australians are living with disability16 yet only 3.1 per cent of the Australian Public Service 

workforce are Australians with disability.17 An accessible ICT procurement policy would 

directly contribute to increasing the number of people with a disability working in the 

Australian Public Service (action 158).  

 

A whole of government procurement policy for accessible ICT could help to increase the 

availability of mainstream ICT with built-in access features in the wider marketplace enabling 

people with a disability to have access to greater employment options as more employers 

are able to afford accessible equipment (action 156).  

 

6. Action 162: Amendments to ensure emergency information is accessible to 

people with a disability 

Action 162 outlines a range of measures that will increase the availability of critical 

emergency services for people with a disability. ACCAN welcomes the information for people 

with disability on the Triple Zero website however, this information is difficult to find. We 

recommend a heading such as ‘Making emergency calls if you are Deaf, hearing-impaired or 

speech-impaired’. We also recommend including a game for people with disability, showing 
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 See Livable Housing Design Guidelines, Revised 1 May 2011  
http://www.facs.gov.au/sa/disability/pubs/general/Documents/livable_housing_guidelines.pdf  
15

 Further information about accessible ICT procurement can be found in ACCAN, (2011) Public Procurement 
Policy for Accessible Information and Communications Technology Position Statement, Sydney , accessed on 29 
February 2012: http://accan.org.au/index.php?option=com_content&view=article&id=360:position-
statement-ict-procurement&catid=80:broadband&Itemid=349  
16

 Australian Bureau of Statistics (2009), “Disability Prevalence” in Note 4446.0, Disability, Australia Accessed 
29 February 2012 
http://www.abs.gov.au/AUSSTATS/abs@.nsf/Latestproducts/4446.0Main%20Features42009?opendocument&
tabname=Summary&prodno=4446.0&issue=2009&num=&view 
17

 Wheelan, James (2011), The State of the Australian Public Service: An Alternative Report¸Centre for Policy 
Development, p. 28. Accessed 29 February 2012 http://cpd.org.au/wp-
content/uploads/2011/08/CPD_OP12_2011_State_of_APS_Whelan.pdf  
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the various ways to make an emergency call, particularly because the process for these calls 

can be significantly more complicated. 

 

ACCAN welcomes the implementation of the Emergency Alert system which sends voice 

messages to fixed-line phones and text messages to mobile phones. However, the service 

to landlines must be able to recognise a TTY and a fax machine and alert the resident 

appropriately. Many people who use a TTY live in households where every member is Deaf 

and so the only way that they can be alerted to an emergency may be via their TTY. 

 

Finally, the Plan should incorporate findings from recent Senate Standing Committee on 

Environment and Communications18 to ensure access to information and emergency calls 

for people with disability. ACCAN recommends that the following actions are included in the 

plan to increase access to emergency services for people with a disability:  

 

1. That “the Commonwealth Government require guaranteed access to emergency call 

services for people with a disability at all times”19. This must include access to 

emergency calls from mobile phones, including via SMS, as previously committed to 

by Senator Stephen Conroy.20 It must also include upgrades to the National Relay 

Service to ensure that emergency calls for NRS users have the same levels of 

protections as to calls to Triple Zero for the general population. 

 

2. That state and local emergency agencies which broadcast emergency information on 

television must provide Auslan/English interpretation for members of the Deaf 

community, and that TV stations must include this interpretation in their broadcasts. 

 

3. That emergency information on television must be open captioned for community 

members who are hearing-impaired, and that all information which is provided in text 

on the screen must also be provided audibly for community members who are blind 

or vision-impaired. 

 

7. Action 207: Amendments to provide interpreting service to people with a 

disability 

The TIS National’s telephone interpreting service is not accessible to people with disability. 

Currently people who are Deaf, hearing-impaired or speech-impaired are unable to access 

this service. With the ageing of the population, more people from Non-English speaking 

backgrounds will be experiencing hearing impairment, and to a lesser extent, speech 

impairment. If they are to be able to access government services, they need an interpreting 

service which will meet their needs both linguistically and in terms of their disability. There 

are two possible solutions – either TIS must be able to handle calls via TTY and/or other 

text-based services and/or video, or the National Relay Service must be able to relay calls in 
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Senate Standing Committees on Environment and Communications, (2011), Report: The capacity of 
communication networks and emergency warning systems to deal with emergencies and natural disasters, 
Commonwealth of Australia Accessed 29 February 2012 
http://www.aph.gov.au/Parliamentary_Business/Committees/Senate_Committees?url=ec_ctte/emergency_co
mmunications/report/index.htm  
19

 Ibid paragraph 3.69.  
20

 See ACCAN, (2011) Access for people with disability to emergency calls, Accessed 29 February 2012  

http://accan.org.au/index.php?option=com_content&view=article&id=379:access-for-people-with-disability-
to-emergency-calls&catid=82:access-for-all&Itemid=356  
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languages other than English.21 The Plan should include an action to explore both of these 

options, aiming to implement the most appropriate.  

 

Should you have any questions about this submission, please contact Erin Turner on ph (02) 

9288 4000 or email: erin.turner@accan.org.au  

 

Yours faithfully, 

 

Erin Turner 

Policy and Campaigns Officer 
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 See ACCAN (2011), ACCAN's submission to the Review of Access to Telecommunication Services by People 
with Disability, Older Australians and People Experiencing Illness, Accessed 29 February 2012 
http://accan.org.au/index.php?option=com_content&view=article&id=361:review-of-access-to-
telecommunication-services-by-people-with-disability-older-australians-and-people-experiencing-
illness&catid=142:access-for-all&Itemid=178  
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