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Section 1 - TELSTRA’S THIRD DISABILITY ACTION PLAN 2002-2004
INTRODUCTION

Telstra is pleased to present its third Disability Action Plan (2002-2004).  This Plan was developed following consultation with representatives from national, state and territory-based consumer and disability organisations, as well as focus groups and in-depth interviews conducted with consumers.  Members of Telstra's Disability Forum also made comments and suggestions.  Telstra thanks all those involved in the development of this Plan. 

Telstra has been actively developing and promoting products and services for people with a disability for more than 20 years.  It recognises that ensuring all its customers have access to modern telecommunications is a key objective and an ongoing challenge. Telstra remains committed to the basic principle underlying the Disability Discrimination Act 1992, that people with a disability have the same fundamental rights as the rest of the community. 

Telstra launched its first Disability Action Plan in 1996. This Plan, covering the years 1996-1998, was a first for the telecommunications industry in Australia.  It was lodged with the Human Rights and Equal Opportunity Commission (HREOC).  

In 1999, Telstra commissioned PricewaterhouseCoopers (PwC) to carry out an independent audit of its performance against the first Plan. Telstra also sought feedback from consumer representatives and peak bodies representing people with a disability.  The results of the PwC audit were encouraging, with 91 percent of actions evaluated as being complete or in progress.  Consumer feedback was also encouraging, and indicated that peak consumer groups were satisfied with Telstra's consultation and research activities. 

Telstra subsequently launched its second Plan, 1999-2001, which included three Key Performance Indicators (KPIs): 

· Improved customer satisfaction; 

· Improved customer awareness of Telstra’s services for customers with a disability; and 

· Improved feedback from disability stakeholders on Telstra’s services for people with a disability.

At the completion of its second Plan, Telstra commissioned Halliday’s Business Insights to review its progress against the plan.  The review of the second Plan found that 100 percent of actions were measured as being either complete or in progress, an improvement on the results of the first Plan.  

This performance measure was further endorsed by positive market research received from users of Telstra’s Disability Enquiry Hotline and Directory Assistance Helpline. 

This third Plan builds on our past achievements and continues to focus on the key strategies identified in the second Plan.  The third Plan demonstrates Telstra’s ongoing commitment to people with a disability, in terms of internal policies and processes, and external product and service development.  It also recognises the significantly increased ownership of mobile phones and usage of online services.  For the first time, it makes a range of new commitments in relation to customers with intellectual disability.
OVERVIEW

Over recent years, the telecommunications industry has experienced extensive and rapid growth. Telstra is now part of a huge global telecommunications industry.  

Telstra’s Customer Service Charter demonstrates how Telstra is committed to providing the highest levels of service to all customers.  This commitment and the Telstra values of Service, Respect for the individual, Integrity, Commitment and Accountability, Trust and Leadership and Teamwork are consistent with ensuring the needs of all customers, including those with a disability are met.

The way we do business and conduct our daily lives has changed with the increased use and availability of the internet, e-mail and other data services, and the increased mobility afforded by data and voice calls over mobile telephone networks. 

It is widely recognised that these new telecommunications products and services have the potential to improve living standards for people with a disability. 

The benefits of readily accessible telecommunications products include access to employment, opportunities to maintain and create social links, increased independence and a general increased ability to participate in the broader community.

The disability community represents around 19 percent of the Australian population and is an important customer segment to Telstra as the major supplier of telecommunications services to Australians.

Telstra understands the important role it plays in assisting people with a disability to fully participate in the opportunities available to them. 

Telstra also recognises the need to provide adaptable, flexible and accessible telecommunications products, services and information to people with a disability. 

While Telstra acknowledges its obligation to comply with the Disability Discrimination Act (DDA), the preparation of the Disability Action Plan is more than just a response to this obligation.  There is a strong business imperative supporting the need for the Action Plan, the aim of which is to ensure that people with a disability can use the expanding range of Telstra products and services.

About Telstra's Disability Services Unit

Telstra is the only Australian telecommunications carrier to have a specialist Disability Services Unit.  The Unit exists to identify and integrate issues relevant to people with a disability into the broader Telstra Business Planning Process. 

The Unit promotes the elimination of any potential discriminatory practices within Telstra, promotes and advises on disability strategies and the satisfactory resolution of disability-related issues.

The Unit maintains specialist knowledge of disability-related issues through facilitating and actively participating in consumer and representative forums.  This approach enables the unit to provide expert advice to Telstra managers and staff, and ensure that Telstra's corporate disability policy remains relevant to the needs of people with a disability.

CUSTOMER PROFILE

In 1998 the Australian Bureau of Statistics (ABS) estimated that around 3.6 million Australians, or nearly 19 percent of the population, had some kind of disability
.  Around 3.2 million of these people with a disability experienced some specific restriction in their core activities, including access to schooling or employment.  A further 3.1 million people have an impairment or long term condition that may, at times, restrict their everyday activities.

Communication is identified in the ABS study as one of the fundamental activities of everyday life.  Sixteen percent of the Australian population experiences profound to mild restrictions in a core activity.  The ABS study identifies self-care and mobility as well as communication as core activities.

The largest segment of people with a disability [who experience difficulties with communications] continues to be people with a hearing impairment, and people who are severely/profoundly deaf.  

Other relevant, though smaller segments include:

· People with a mobility impairment

· People with a dexterity impairment

· People who are blind or have a vision impairment

· People with a speech impairment and communications disability

· People with intellectual disability.

Telstra's Disability Action Plan initiatives recognise the needs of these groups.  The ABS survey notes the increasing rate of disability with age. Approximately 84 percent of the population aged 85 years or older experience a disability.  This Plan aims to ensure effective communication solutions are available to older Australians.

The information above indicates the extent of disability within the community and highlights the need for telecommunications service providers to effectively cater for this growing segment of the population.

To meet its Universal Service Obligation in the Telecommunications (Consumer Protection and Service Standards) Act 1999 and its obligations under the Disability Discrimination Act 1992, Telstra established the Disability Equipment Program, which provides a range of rental equipment to enable people with a disability to access the standard telephone service.  The program is administered through the Disability Enquiry Hotline, a dedicated customer service centre for telephone, teletypewriter (TTY) and e-mail enquiries, and six Aged and Disability Centres that provide face-to-face service. Telstra has provided specialised equipment to people with a disability since 1981.

As telecommunications continues to evolve, rapidly creating a great diversity of solutions, Telstra will continue to consult with representatives of people with a disability to ensure that it not only understands, but continues to develop and offer better tailored solutions to meet their diverse telecommunication needs.

PURPOSE

The Disability Discrimination Act 1992 (DDA) makes it unlawful to discriminate against people on the basis that they have, or may have, a disability.  Under Part 3 of the DDA, a service provider, such as Telstra, may prepare and implement an Action Plan, which may also be lodged with the Human Rights and Equal Opportunity Commission.  The Action Plan is intended to assist in achieving the principle underlying the DDA that people with a disability have the same fundamental rights as the rest of the community.  The Action Plan is a means for identifying areas of potential discrimination in the delivery of products, services and facilities and for developing an implementation plan to address issues raised. 

SCOPE

In accordance with section 61 of the DDA, an Action Plan must include provisions relating to:

(a) The devising of policies and programs to achieve the objects of this Act;

(b) The communication of these policies and programs to persons within the service provider;

(c) The review of practices within the service provider with a view to the identification of any discriminatory practices;

(d) The setting of goals and targets, where these may reasonably be determined against which the success of the Plan in achieving the objects of the Act may be assessed;

(e) The means, other than those referred to in paragraph (d), of evaluating the policies and programs referred to in paragraph (a); and

(f) The appointment of persons within the service provider to implement the provisions referred to in paragraphs (a) to (e) (inclusive).
Telstra’s third Plan has been drafted with reference to these provisions.  The third Plan adopts the broad definition of disability used in the DDA, which includes physical, intellectual, psychiatric, sensory and neurological disability.   The definition also covers physical disfigurement and the presence in the body of an organism capable of causing disease, such as HIV.

The third Plan aims to address current and planned products and services, policies and facilities.  It addresses Telstra’s role as a provider of goods and services and as an employer and recommends strategies that:

· recognise the provisions of the DDA;

· build on existing Telstra programs and services for people with a disability;

· can be implemented in the timeframe allocated;

· are considered to be realistic and achievable goals;

· are technically feasible in the current environment;

· are financially responsible;

· are consistent with Telstra’s existing corporate policies, values and objectives; and

· are consistent with improved customer service for all Australians.

CONSULTATION

Telstra recognises the benefits of consulting with key stakeholders on both broad disability policy and in product and service development.  Regular contact is maintained between Telstra’s business units and consumer and industry groups.  Telstra regularly seeks the advice of service and health professionals.  Telstra also relies on research, consumer consultation, and advice provided by the Disability Services Unit to ensure that the Plan initiatives are relevant and achievable.

Telstra's commitment to consultation with consumer groups is well documented.  In 1989 Telstra established the Telstra Consumer Consultative Council which has operated since that time.  The Telstra Disability Forum was established in March 1999, replacing an earlier Disability Services Consultative Committee.  The Disability Forum meets twice yearly and is now supported by a Consumer Advisory Group that also meets twice yearly and assists Telstra to evaluate the adequacy of the existing range of products provided through Telstra’s Disability Equipment Program. 

The Telstra Disability Forum draws together representatives from a wide range of peak disability groups.  When established in 1999, nine organisations were represented.  Participants now represent 12 organisations, including the Australian Association of the Deaf, Blind Citizens Australia, Communication Aid User Society, Australian Federation of Disability Organisations, Physical Disability Council of Australia, Telecommunications Disability Project (TEDICORE), Women with Disabilities (Aust.), National Ethnic Disability Network, Deafness Forum, National Indigenous Disability Network, Better Hearing Australia and the National Council on Intellectual Disability. 

Telstra regularly commissions research on the telecommunications needs of people with a disability. These reports, and Telstra's customer research, which includes disability related complaints analysis, make it clear that customer service for people with a disability is improved when customers are able to deal with service staff who are aware of and sensitive to their needs.  This information also allows Telstra to build a strong base for understanding the needs of customers with a disability.  Recent research projects include the evaluation of new technology including Interactive Voice Response (IVR) Voice Portal for people with speech, hearing, cognitive and intellectual disability and a comprehensive study of external stakeholders that sought feedback on Telstra’s services for people with a disability.
Telstra will continue to promote its Disability Awareness Program to staff and managers and deliver tailored information that promotes a better understanding of disability issues and appropriate and effective interaction with customers with a disability.

DISABILITY MISSION STATEMENT

Telstra's primary disability strategy is to make its telecommunications products and services more accessible to people with a disability and to ensure that as products and services are developed or changed, the needs of people with a disability are addressed.

Telstra is committed to identifying areas of potential discrimination in the provision of goods, services and facilities through the review of existing practices and the implementation of review programs.

AIMS OF THE PLAN

Through its Action Plan, Telstra aims to:

· develop policies and procedures to incorporate compliance with the DDA into Business  Unit planning processes;

· identify and where possible eliminate, in an appropriate and reasonable timeframe,  any discriminatory practices;

· ensure all Telstra managers and staff understand the principles of DDA compliance;

· encourage compliance with  DDA principles  so that services are made accessible for the greatest possible number of people in a practical and cost-effective manner;

· ensure Telstra provides its customers with a disability with the same high level of service as other customers; and

· ensure ongoing consultation with representatives of the disability community on issues of concern to people with a disability.

STRATEGIES AND ACTIONS 2002-2004

Building on past achievements  

Telstra’s third Disability Action Plan 2002-04 builds on the achievements of the first and second Plans, 1996-1998 and 1999-2001.  The first Plan contained nine strategies and the second Plan eight:

First Disability Action Plan 1996-1998 Strategies

1. Develop a Telstra Corporate Disability Policy and DDA Compliance Program

2. Develop a Disability Awareness Program for all staff

3. Ensure ongoing consultation and consideration of developments external to Telstra 

4. Improve accessibility to Telstra’s buildings and facilities

5. Improve accessibility to information for people with a disability

6. Improve accessibility to Telstra’s new products and services

7. Improve access to Telstra’s existing products and services

8. Maintain Telstra’s commitment to elimination of discrimination in the workplace in accordance with EEO policy

9. Incorporate DDA requirements into existing Telstra policies and programs.

The first Plan contained 76 action points, 69 (91%) of which were completed or in progress at the end of the first Plan.

Second Disability Action Plan 1999-2001 Strategies

1. Enhance disability awareness amongst Telstra management and staff

2. Ensure ongoing community consultation

3. Improve accessibility to information for people with a disability

4. Improve accessibility to Telstra’s products and services:

· Payphones

· Directory Assistance

· Mobile Communication Services including actions addressing:

· Issues relating to hearing-impaired consumers

· Issues relating to Deaf and speech-impaired consumers

· Billing

5. Improve accessibility to Telstra’s complaint management process for customers with a disability

6. Improve accessibility for the ‘online’ consumer with a disability

7. Improve accessibility of Telstra’s facilities

8. Maintain Telstra’s commitment to the elimination of discrimination in the workplace in accordance with EEO policy.

The second Plan contained 57 action points, all of which were completed or in progress at the end of the second Plan.

The achievements of the first and second Plans are detailed in the review reports, accessible online at www.telstra.com.au/disability
Key achievements in the area of disability achieved during the periods of Telstra's first and second Plans include the following:
1996:
All Telstra television advertisements include captions (Supertext); process established to assess all new products for disability impact

1997:
Disability Enquiry Hotline centralised nationally

1998:
Braille bill launched; Telstra’s Disability Equipment Program expanded to include TTYs (replacing earlier voucher scheme)

1999:
Telstra Disability Forum established (to replace earlier Disability Consultative Committee); Video (captioned and using AUSLAN) promoting Telstra’s Disability Equipment Program produced for the Deaf community; Cochlear implant telephone adaptor jointly developed by Telstra, Cochlear Ltd and Trillium and included in Telstra’s Disability Equipment Program; 100th TTY payphone installed; Big Print Bill launched 

2000:
Comprehensive catalogue of products and services for people with a disability launched; received  ‘Advertiser of the Year Award’ at 2000 Supertext Awards; Telstra is the first Worldwide Partner of the Sydney 2000 Paralympic Games

2001:
Online Disability Awareness Program designed to raise awareness of disability issues amongst staff launched; Results of major research program on payphone access presented to Telstra’s Disability Forum; Centre for Accessibility established, with the major focus on improving online accessibility for users who are blind.

The third Plan aims to build on the achievements of the first and second Plan, and to recognise the changing telecommunications industry and the continuing growth of online services.  

Under Telstra’s Third Disability Action Plan 2002-04, the strategies for the three-year period to 2004 are:

1. Enhance disability awareness among Telstra management and staff

2. Ensure ongoing community consultation

3. Improve access to information for people with a disability

4. Improve access to Telstra’s products and services:

· Payphones

· Directory Assistance

· Mobiles

· Telstra Shops

· Billing

· Other Products and Services

5. Improve access to Telstra’s complaint management process for customers with a disability

6. Improve access for the 'online' consumer with a disability

7. Improve access to Telstra’s facilities

8. Maintain Telstra’s commitment to the elimination of discrimination in the workplace in accordance with EEO policy.
STRATEGIES AND ACTIONS 2002-2004

Strategy 1
Enhance disability awareness amongst Telstra management and staff

Telstra is one of Australia’s largest employers and this strategy ensures that actions continue to be undertaken to improve staff awareness of Telstra’s obligations under the Disability Discrimination Act 1992 and the Telecommunications (Consumer Protection and Service Standards) Act 1999 and general disability awareness.  

Staff awareness remains an important ongoing activity for Telstra and we are committed to understanding who our customers are and what our customers want.  We are developing a well-trained, professional workforce to ensure high standards in all our dealings with customers.  We strive to meet or exceed customer requirements.  

Telstra now has a comprehensive Disability Services intranet site, which provides detailed information to assist staff in their interactions with people with a disability.  In December 2001 Telstra also launched an online Disability Awareness Program.  This self-paced course is designed for all managers and staff to raise awareness of disability issues and to assist in interactions with people with a disability.  All staff are required to undertake this course.

	Action
	Responsibility
	Timeframe

	1.1
Progress rollout of Disability Awareness Program to all Telstra staff.

· Monitor take up of the program and promote in relevant business areas, particularly front-of-house staff

· Review the online Disability Awareness Program, as required.  Include material to assist staff in their interactions with customers with intellectual disability

· Provide tailored awareness information to business partners such as Telstra Licensed Shops
	Disability Services Unit

All Business Units 

Disability Services Unit

Disability Services Unit

Disability Services Unit

Relevant Business Units


	Ongoing with a review of the online program annually



	1.2
Review and improve the Disability Services intranet resource site to include:

· More statistical and empirical information on disability trends

· Guidelines to assist staff develop appropriate  ‘plain English’ material
	Disability Services Unit
	Ongoing, with a review and update every six months


	Action
	Responsibility
	Timeframe

	1.3
Regularly include articles in staff communications media
	Disability Services Unit

Staff Communications in each Business Unit
	Ongoing

	1.4
Recognise achievements in disability activities eg. internal achievement awards, articles in staff communications news bulletins
	Disability Services Unit

Relevant Business Units
	At least one major function annually, with regular articles in staff communications media

	1.5
Obtain staff involvement in disability activities eg. sponsorship events through 'Telstra Friends'
	Disability Services Unit

Telstra Community Programs
	Ongoing

	1.6
Continue to provide information to Telstra line and product managers and developers and involve individual managers in consultative forums 
	Disability Services Unit
	Ongoing

Internal disability news letter established Nov 2002 and to continue every two months


Strategy 2
Ensure ongoing community consultation

Telstra established its Consumer Consultative Councils in 1989 and places a high priority on working with peak consumer groups, including those that represent customers with a disability.  In 1999 the Disability Forum was established, replacing the earlier Disability Consultative Council.  The Disability Forum members meet twice each year, providing an opportunity for consumers to have input into Telstra’s Disability Services and to extend staff awareness, with senior Telstra managers hosting the forum on a rotating basis. 

The Disability Forum draws together representatives from a wide range of national peak disability groups.  When established, nine organisations were represented.  Participants now represent 12 organisations including: Australian Association of the Deaf, Blind Citizens of Australia, Communication Aid Users Society, Australian Federation of Disability Organisations, Physical Disability Council of Australia, Telecommunications Disability Project (TEDICORE), Women with Disabilities (Aust.), National Ethnic Disability Network, Deafness Forum, National Indigenous Disability Network, Better Hearing Australia and National Council on Intellectual Disability.

In March 2000 Telstra also established a Consumer Advisory Group (CAG) which includes four consumer representatives who are Forum members.  This group has the responsibility of providing feedback to Telstra on the operation of the Disability Equipment Program (DEP) and to assist Telstra in the development and provision of new products to replace existing products or expand the range of products offered as part of the Disability Equipment Program. Telstra also undertakes an annual customer satisfaction survey of users of Telstra’s Disability Enquiry Hotline (DEH) to determine the level of customer satisfaction with customer service, equipment - including the application process - and whether the product provided met the customer’s needs and expectations.  The 2002 research indicated that 89 percent of users rated the DEH service as ‘above average’, which was consistent with the 2001 study.  It is proposed that the Consumer Advisory Group will become involved in the development of this survey in 2003.

The following actions commit Telstra to improving awareness within Telstra of the needs and issues affecting people with a disability.

	Action
	Responsibility
	Timeframe

	2.1
In consultation with consumer groups, ensure that the Disability Forum continues to meet twice annually with peak disability groups
	Disability Services Unit
	Meetings scheduled for March and Sept each year

	2.2
In consultation with consumer groups, ensure the Consumer Advisory Group continues to meet twice annually to provide input to Telstra’s Disability Equipment Program (DEP) including expansion of the program to include a Braille TTY, large visual display TTY, single-switch access function for the standard telephone and a Big Button phone
	Disability Services Unit in conjunction with relevant Business Units
	Consumer Advisory Group meetings scheduled for March and Sept DEP expansion  end 2002 and latter half 2003 

	2.3
In consultation with the Consumer Advisory Group investigate issues for TTY users reporting faults to Telstra
	Disability Services Unit in conjunction with relevant Business Units
	Initial discussion planned for March 2003 with ongoing discussions as required


	Action
	Responsibility
	Timeframe

	2.4
Consult with members of Telstra’s Consumer Advisory Group to ensure that the annual Customer Satisfaction Survey undertaken with customers of Telstra’s Disability Enquiry Hotline is thorough and comprehensive. 
	Disability Services Unit

Telstra Retail, Market Knowledge 

Telstra, Retail, Customer Care, Disability Enquiry Hotline
	Initial discussion planned for March 2003.

Survey June 2003 and 2004

	2.5
Continue engagement with disability representatives on Telstra’s consultative forums and respond to issues raised
	Disability Services Unit
	Ongoing

Regular ‘e-news’ bulletin established mid 2002 and ongoing communication and engagement on emerging issues 

	2.6
Broaden representation on Telstra’s Disability Forum, including representation by Service Provider organisations 
	Disability Services Unit
	National Council on Intellectual Disability included in Oct 2002. Additional representation to be negotiated in 2003

	2.7
Provide targeted support to organisations eg. technological advice
	Disability Services Unit
	As required

	2.8
Strengthen the relationship with the Independent Living Centres to promote awareness of Telstra’s Disability Services
	Disability Services Unit
	Initial discussions commenced in 2002

	2.9
Explore opportunities to consult with the newer members of Telstra’s Disability Forum including National Indigenous Disability Network (NIDN), National Ethnic Disability Alliance (NEDA) and the National Council on Intellectual Disability (NCID)
	Disability Services Unit
	Meetings with NCID commenced in Sept and Nov 2002. Meetings with NIDN and NEDA planned for first quarter 2003

	2.10
Invite the National Council on Intellectual Disability to participate in Telstra’s Consumer Consultative Council’s Credit Management Working Group to discuss identified issues related to people with intellectual disability
	Disability Services Unit


	Invited to Nov 2002 meeting 

	2.11
Ensure early consultation occurs when considering new initiatives, particularly for new technology and include universal design principles wherever possible
	Disability Services Unit

All Business Units
	Discussed at Disability Forum in Oct 2002.  To be reviewed at Disability Forum in Sept 2003


Strategy 3
Improve access to information for people with a disability

Telstra utilises a range of channels to promote awareness of its products and services, including its products and services for people with a disability.  For ease of access, Telstra’s Disability Equipment Program catalogue is now available on line at www.telstra.com.au/disability   

Telstra’s Disability Enquiry Hotline provides advice about the Disability Equipment Program and other Telstra equipment that may provide solutions for their telecommunications needs.  Customers can contact FREECALL(1800 068 424* (Voice) or FREECALL( 1800 808 981 * (TTY) or via e-mail DisabilityEnquiryHotline@team.telstra.com.  As a result of commitments made in earlier action plans, large print, audiotapes, computer disks (floppy and CD) and videotapes are some of the communications tools now used to communicate with customers.  

This Plan commits Telstra to continuing to explore alternatives for accessing information for people with a print disability and generally improving the accessibility of information about Telstra’s products and services for people with a disability.

As a result of research conducted in early 2002, Telstra is now undertaking programs to improve the awareness of products and services for people with a disability amongst community and local government organisations.

	Action
	Responsibility
	Timeframe

	3.1
Promote awareness of Telstra’s products and services for older people and people with a disability through  mass market and targeted media including Radio for the Print Handicapped, community and municipal associations
	Disability Services Unit
	Ongoing, with  media schedule reviewed every six months

	3.2
Review and expand the range of disability support material including information published on line. 
	Disability Services Unit
	Disability Equipment Program information available on line mid 2002.  Web-site progressively updated to include other information

	3.3 
Publish selected customer information in alternative format
	Disability Services Unit

Business Unit Marketing Groups
	Ongoing with Customer Service Charter and Priority Assistance material available Sept 2002

	3.4
Continue to provide captioning on all Telstra television advertisements
	Disability Services Unit

Business Unit Marketing Groups
	Ongoing

	3.5
Continue to produce specific information in alternative format on request
	Disability Services Unit
	Ongoing

	3.6
Improve appropriate material  to demonstrate a ‘plain English’ style in customer information in consultation with relevant disability consumer groups
	Disability Services Unit

Business Unit Marketing Groups
	Commence consultation with consumer groups end 2002

	3.7
Promote ‘inclusiveness’ theme in Telstra advertising including use of images of people with a disability
	Disability Services Unit

Business Unit Marketing Groups
	Commenced with brand television advertisements Sept 2002


Strategy 4
Improve access to Telstra’s products and services

Telstra has more than 9 million business and residential lines in operation and handles around 130,000 customer service enquiries per day
.  Telstra also has  more than 5.9 million mobile services in operation and is the largest internet service provider in the country. Increasingly, telecommunications infrastructure is enabling customers to communicate anywhere, anytime, regardless of their locality.  Most Australians now anticipate a future where they are online all the time, are able to work from many locations, can access information and entertainment instantly, and can use the internet to overcome barriers of distance and time-zones.

New technologies are continually being introduced to enhance our personal and work lives.  Telstra is committed to ensuring that its products and services are accessible for all its customers, including customers with a disability.  

The following strategies relate to a range of Telstra’s products and services and efforts to improve their accessibility.

Strategy 4.1
Improve access to Telstra’s products and services:  Payphones

As at June 2002, Telstra operated approximately 33,700 public payphones across Australia.  There are also approximately 36,800 payphones operated by entities other than Telstra that are connected to a payphone access line provided by Telstra.  

Telstra’s Universal Service Obligation (USO) requires it to make payphone services reasonably accessible throughout Australia.  This includes non-metropolitan and rural areas and approximately half of Telstra’s public payphones are in these areas.  Telstra also operates TTY payphones for deaf and speech-impaired consumers.  In June 2002 approximately 170 TTY payphones were operating throughout Australia.

Telstra has upgraded most of its public payphones to accept Telstra Smart Phonecards in addition to coins.  Payphones are also being upgraded with an in-built hearing aid coupling device, volume control feature, language selection, large visual displays and improved wheelchair accessibility.

The following actions represent an ongoing commitment to improve the access of payphones.

	Action
	Responsibility
	Timeframe

	4.1.1
Continue to review the outcomes of the Payphone Physical Access Research Study (completed during the second Disability Action Plan) including:

· submit outcomes to Standards Australia to develop a new Australian Standard for the mounting height of public payphones

· investigate ways of assisting people in wheelchairs with limited upper limb mobility to have access to communications when out and about
	Payphone Services in         conjunction with Disability Services Unit


	Ongoing

Provide Submission to Standards Australia by end-2002

Pilot program to commence by mid-2003


	Action
	Responsibility
	Timeframe

	4.1.2
Through targeted communications, improve the awareness of the latest payphone features designed to assist people with a disability eg. volume control feature
	Payphone Services in conjunction with Disability Services Unit
	First communications piece to be available mid-2003

	4.1.3
Review the location of TTY payphones to ensure siting best meets the needs of TTY users:

· research available data and statistics to map and match potential TTY users to the location of terminals by Post Code or local government area, in consultation with relevant stakeholders

· determine an appropriate standard location for TTY payphones in major centres
	Payphone Services
	Ongoing

End-2003

	4.1.4
Investigate the feasibility of a robust TTY payphone attachment for outdoor locations
	Payphone Services
	Mid-2003

	4.1.5
Continue the project to investigate the feasibility of sending SMS from payphone to mobile
	Payphone Services
	Technical trails are being conducted in 2002

	4.1.6
As part of an ongoing upgrade program to older installations – progressively remove steps or lower slab heights, widen doorways and place payphone at recommended mounting heights.
	Payphone Services
	Ongoing

	4.1.7
Examine the issues for people who are visually impaired, particularly those using mobility canes, in relation to pedestal style booth siting and promote awareness of these street furniture issues with site owners such as local municipalities
	Payphone Services
	Discussed at Disability Forum in Oct 2002, Payphone Services to provide updates at Disability Forum in 2003

	4.1.8
Review Telstra’s siting guidelines as appropriate and continue to:

· promote awareness of access issues with payphone suppliers and

· promote awareness of appropriate siting practices with site owners
	Payphone Services
	In-place and ongoing


Strategy 4.2
Improve access to Telstra’s products and services:  Directory Assistance

Telstra’s Directory Assistance Helpline (DAH) has been operating since 1988.  The DAH was established to assist Telstra customers that are unable to use the standard Directory Assistance service, and unable to hold, read or use Telstra’s printed telephone directories, to access directory information. The DAH was enhanced in 2001 to provide access to Yellow Pages( information.

The following actions commit Telstra to improving access to Directory Assistance information.

	Action
	Responsibility
	Timeframe

	4.2.1
Continue to support Telstra’s DAH, including:  

· reviewing the application process 

· regularly reviewing service levels and suggesting improvements as required
	Telstra Retail, Directory Assistance  Group with Disability Services Unit
	Application process reviewed and new process in place by end 2002.  Customer satisfaction survey 2003

	4.2.2
Provide appropriate awareness training to DAH staff as required
	Telstra Retail, Directory Assistance Group with Disability Services Unit
	To be reviewed twice yearly

	4.2.3
Improve awareness within the community of Telstra’s DAH  including:

· promote DAH information in key Telstra publications

· include DAH information in Telstra’s on line disability catalogue
	Telstra Retail, Directory Assistance  Group in conjunction with  Disability Services Unit
	Ongoing, with  information to be included in online disability catalogue by mid 2003


Strategy 4.3
Improve access to Telstra’s products and services:  Mobile Services 

Telstra operates Australia’s two largest digital cellular networks with 97.5 percent of Australia’s population covered by its CDMA (Code Division Multiple Access) network and 95.3 percent of the population covered by its GSM (Global System for Mobile) networks.  Telstra Mobile also has the major share of the mobile services market in Australia, and has close relationships with all leading mobile equipment suppliers.  In recognition of the increasing role mobile communications is playing in people’s lives, Telstra will further define its position as the leading provider of mobile telecommunications services in Australia by taking leadership in responding to the needs of Australians with a disability.

Work on the compatibility of mobile phones and hearing aids will continue in 2002-03 with the second phase of a study commenced in 2001-02, by Telstra Research and the National Acoustic Laboratories.  This phase benchmarks the potential of various current generation mobile phone technologies to interfere with hearing aids, and is due for completion in 2002.  A further study, expected to be completed in mid 2003, to be conducted in collaboration with Australian Hearing and other carriers and manufacturers will investigate the interference effects from the newer 1.8GHz GSM mobile phones. Telstra facilitated the combined industry funding for this study.

The rapid growth in text messaging (Short Messaging Services - SMS) and WAP (Wireless Application Protocol) services, including e-mail, chat, games, sport and travel information provides new opportunities for meeting the needs of people with a disability.  In recognition of these opportunities the following actions commit Telstra Mobile to addressing issues relating to mobile phone services and to providing new solutions to customers with a disability.

	Action
	Responsibility
	Timeframe

	4.3.1
Take a leadership role in the field of disability services:

· Represent Telstra Mobile on at least one major public forum each quarter relating to disability services

· Establish an active program of consultation with external organisations to better understand the needs of Telstra Mobile users and potential users with a disability
	Telstra Mobile, Product Marketing

Disability Services Unit
	Commenced October 2002, rolling 6-month schedule to be developed and circulated by Telstra Mobile,  Product Marketing

	4.3.2
Explore ways to improve access to mobile services for customers with intellectual disability by utilising Telstra's prepaid mobile products: 
· Liaise with the Telstra Consumer Consultative Council’s Credit Management Working Group to discuss identified issues related to contracts and people with intellectual disability

· Develop appropriate customer information and distribute through appropriate channels such as Telstra’s Disability Enquiry Hotline and Telstra web-site
	Telstra Mobile,  Product Marketing

Telstra Mobile,  Consumer Marketing (Prepaid)

Telstra Mobile, Legal & Regulatory

Telstra Mobile,  Marketing Communications

Disability Services Unit
	Available for distribution by end March 2003


	Action
	Responsibility
	Timeframe

	4.3.3
Promote the availability of alternative formats for Telstra Mobile bills including Braille, large print and on line options
	Telstra Mobile,  Marketing Communications

Telstra Mobile , Customer Management

Telstra Shop Network

Disability Enquiry Hotline (DEH)
	DEH and Telstra Shop Network informed by end Oct 2004

	4.3.4
Update existing information (brochure, web-site) on mobile products and services for customers with a disability (eg. mobile phones and hearing aids/cochlear implants brochure) and develop new targeted material
	Telstra Mobile,  Product Marketing

Telstra Mobile,  Corporate Affairs

Telstra Mobile,  Marketing Communications
	Revise brochure and web-site by end Apr 2003.

Develop tailored material by  June 2003

	4.3.5
Conduct information program and training to improve awareness amongst Telstra Mobile Shop staff about appropriate mobile products  for people with a disability
	Telstra Mobile,  Shop Network

Telstra Mobile,  Channel Marketing
	In progress, completion by all stores by end Oct 2004

	4.3.6
Develop targeted mobile product - pricing packages to suit specific disability sectors: customers with a hearing impairment, speech impairment, vision impairment and an intellectual disability
	Telstra Mobile,  Product Marketing

Telstra Mobile,  Consumer Marketing


	End March 2003 or end June 2003 if new IT build required

	4.3.7
Monitor the development of mobile product technologies - for people who are deaf, have a hearing impairment or have a cochlear implant.  This includes participation in the industry study to be conducted with Australian Hearing and other carriers and manufacturers
	Telstra Mobile,  Product Development

Telstra Mobile,  Product Marketing

Telstra Research - Mobiles
	Ongoing with results of the new study available mid 2003

	4.3.8
Improve access to mobile phones for customers with a disability to trial eg. customers with a hearing aid/cochlear implant  who need to test a CDMA phone in an external environment for suitability before purchase 
	Telstra Mobile,  Customer Management

Telstra Shop Network


	End Oct 2004

	4.3.9
Launch SMS Self-care product to enable customers with a hearing impairment to conduct all regular mobile phone service transactions (bill check, recharge, service enablement) via SMS
	Telstra Mobile,  Product Marketing

Telstra Mobile,  Product Development


	Feb 2003

	4.3.10
Monitor developments in mobile textphones which allow real-time communication between TTYs and mobile devices, and provide recommendation to Telstra
	Telstra Mobile , Product Marketing

Telstra Mobile,  Product Development
	Jan 2003 for recommendation

	4.3.11
Monitor and review developments in voice activated mobile devices, and recommend on provision for customers with a vision impairment
	Telstra Mobile, Product Marketing
	Jun 2003


Strategy 4.4
Improve access to Telstra’s products and services:  Mobile Services  – Telstra Shops 

Telstra Mobile also manages the Telstra Shop Network, an extensive network of retail outlets located throughout Australia.   Since the introduction of Telstra’s first Disability Action Plan in 1996 the site selection specification for all new shop leases has included accessibility criteria.  Telstra’s generic shop fitout has been upgraded to include access initiatives such as improved paths of travel, provision of a consultancy desk or low counter, provision of hearing loops and visual contrasts.  As existing shops are upgraded the new fitout is applied.       

A Telstra Access Advisory Panel has been operating since 1996, acting in an advisory role to Telstra’s Accommodation Planning group on matters relating to physical access.  The panel includes representation from community, professional organisations, Telstra staff, Telstra Human Resources and Telstra Property Management.  A Telstra Shop Network representative is now included on this panel to ensure initiatives for Telstra Shops are addressed.

In addition to the Telstra Shop Network, Telstra also has a number of privately owned retail outlets  (Telstra Licensed Shops) operating under a license arrangement.  

The following actions seek to improve access for customers with a disability to Telstra’s retail shops.

	Action
	Responsibility
	Timeframe

	4.4.1
Review and improve the range of information about products and services for people with a disability available in Telstra Shops
	Telstra Mobile, Telstra Shop Network
	Ongoing

	4.4.2
Ensure Telstra Shop Network staff receive disability awareness training, including information about:

· interacting with customers with a disability

· the purpose and use of hearing loops

· access initiatives included in shop design and fitouts 

· best practice merchandising placement for ease of access

· information about Telstra’s products and services for people with a disability
	Telstra Mobile, Telstra Shop Network
	All staff to have completed online Disability Awareness online course by Oct 02.

Ongoing training of new staff  



	4.4.3
Continue to address specific access issues for the Telstra Shop Network  including merchandising placement, visual contrast and ensuring access issues are included in the Health and Safety self-audit regime by shop managers and staff
	Telstra Mobile, Telstra Shop Network

Finance and Administration, Corporate Services, Accommodation Planning
	Ongoing access issues included in audit by Oct 2003

	4.4.4
Ensure all new contracts for Telstra Licensed Shops include site selection criteria and specifications which comply with the access standards set for Telstra-owned shops wherever possible
	Telstra Mobile, Telstra Shop Network
	Ongoing


Strategy 4.5
Improve access to Telstra’s products and services:  Billing

Telstra has a long-standing commitment to reviewing the accessibility of its bills.  In 1998, under the first Disability Action Plan, Telstra introduced a Braille bill for customers who are blind.  Telstra now provides a range of billing options for customers including Braille, large print and accessible online bills.  In 2001, with the expert advice provided by Telstra’s Centre for Accessibility the online billing facility www.telstra.com.au/billing/ has now been made fully compliant with the corporate accessibility standard.

The following actions commit to continuing to improve the accessibility of the Telstra bill for people with a disability.

	Action
	Responsibility
	Timeframe

	4.5.1
Ensure any re-design of the standard bill format takes account of the needs of customers with a disability
	Telstra Retail, Retail Billing and Strategy Development
	Process in place

	4.5.2
Review and improve, as required, Telstra’s alternative format billing options including:

· Braille bill

· Big Print bill

· Online bill

· Single and Summary bill to ensure they are accessible for all customers including those with a disability
	Telstra Retail, Retail Billing and Strategy Development
	Ongoing, with an annual review

	4.5.3
Improve awareness of Telstra’s alternative format billing options through targeted communications eg. Radio for the Print Handicapped (RPH) announcements
	Telstra Retail, Retail Billing and Strategy Development
	Targeted communications planned for first quarter 2003


Strategy 4.6
Improve access to Telstra’s products and services:  Other

Since 1996 Telstra product managers and product developers have been required to complete a Disability Impact Statement as part of Telstra’s Product Development Operating Model.  This online process is completed at the early stage of a product’s development to improve accessibility for people with a disability.

A HREOC working party is discussing possibilities for captioning on pay television in Australia to improve access for deaf and hearing-impaired people. Telstra Media (Pay TV) will monitor progress of the working party, which includes consumer and industry representation. Digitisation is expected to provide the necessary capacity for pay television programs to be captioned. 

A CDMA based Wireless Local Loop (WLL) system is a new technology being introduced by Telstra in certain areas where copper cable network infrastructure is not available.  The CDMA WLL technology does not currently support TTY communications.  For areas where Telstra will deploy WLL technology, Telstra has developed protocols to ensure that customers who may require TTY access, whether for themselves or members of their household will be offered an alternative TTY accessible technology.  Telstra has committed to monitoring this process.  Telstra will also continue to investigate options to support TTY devices on the CDMA WLL network.  

In April 2002, Telstra announced an annual $150 million welfare package, Access for Everyone, following consultation with peak community and welfare groups.  It includes a range of programs to help low income Australians, including customers with a disability, to maintain telephone access.   www.telstra.com.au/accessforeveryone 

The following commitments relate to a number of individual Telstra programs, products and services.

	Action
	Responsibility
	Timeframe

	4.6.1
Monitor progress of the HREOC working party activity on pay television captioning
	Telstra Media, Pay TV
	Ongoing

	4.6.2
Continue to review all new products and services to assess access and equity impact for Telstra customers with a disability through submission of disability impact statements as part of Telstra’s product development process (Rapid Delivery GeniSys)
	Disability Services Unit

All Business Units
	Ongoing 

	4.6.3
Provide input into Telstra’s Access for Everyone program to improve the affordability of telecommunications for Telstra’s low income customers with a disability
	Telstra Consumer Affairs
	Ongoing

	4.6.4
Monitor the protocols put in place to ensure TTY users continue to have access to the telephone network in areas where Wireless Local Loop technology is to be deployed


	TelstraCountryWide and Network and Technology Group, Fixed Wireless Access


	Full deployment of WLL expected to begin Dec 2002, subject to completion of successful trials. Ongoing monitoring of protocols, with six monthly reporting


	Action
	Responsibility
	Timeframe

	4.6.5
Continue to investigate options to support TTY devices on CDMA WLL network


	Network and Technology Group, Fixed Wireless Access


	Ongoing 

	4.6.6
Ensure Telstra customers with a disability, located in rural and regional areas, receive equitable access to Telstra’s products and services
	Disability Services Unit

TelstraCountryWide

Telstra Infrastructure Services

Telstra Retail – Disability Enquiry Hotline
	Ongoing


Strategy 5
Improve access to Telstra’s complaint management process for customers with a disability

Telstra’s aim is to resolve all problems or complaints to a customer’s satisfaction quickly and effectively.

If a customer is dissatisfied with the management or resolution of a complaint, it may be escalated (to a supervisor or manager) for an internal review at the customer’s request.  Telstra has a formal process in place to ensure that complaints are addressed at the highest level necessary.  If a complaint is not resolved to a customer’s satisfaction by this process, customers can contact the Customer Referral Centre on FREECALL(1800 011 333 (voice only) or FREECALL( 1800 033 433 (TTY).  

Telstra has appointed complaint management 'process owners' in each Business Unit.

Telstra’s complaint registration system allows disability-related data to be sourced and analysed.  The following actions commit Telstra to identifying the causes of disability-related complaints and minimising their recurrence, as well as improving accessibility to Telstra’s complaint handling process.  

	Action
	Responsibility
	Timeframe

	5.1
Conduct regular analysis of disability-related complaints data to identify causes and develop strategies to address any complaint patterns
	Disability Services Unit

Customer Relations
	Reviews conducted quarterly

	5.2
Brief complaint management 'process owners' to report on complaint patterns and increase disability awareness
	Disability Services Unit

Customer Relations
	Ongoing

	5.3
Ensure information about Telstra’s complaint management process is included in relevant customer communications for example, TTY telephone directory, disability equipment program catalogue, on line information
	Disability Services Unit
	Information included in TTY telephone directory and disability equipment catalogue and Customer Charter.  Information to be included in online catalogue by mid 2003


Strategy 6
Improve access for the 'online' consumer with a disability

The Australian internet population is expected to grow from about 9 million people in 2001 to well over 12 million people by the end of 2006.
  Telstra recognises that equity of access to online services for all Australians and the social policy objective to ensure that all Australians benefit from the new communications revolution are priorities.

Telstra is committed to take all reasonable steps to ensure that the content and functionality of its web presence is accessible by the widest possible number of people in the community, including those using assistive technologies such as screen readers.  Under the second Disability Action Plan Telstra developed Corporate Accessibility Standards based on the World Wide Web Consortium’s (W3C) 'Web Content Accessibility Guidelines 1.0'.  New projects located in Telstra’s web presence and/or built on behalf of Telstra are required to comply with these standards.  The adoption of these standards marks the beginning of an extensive compliance process.

Telstra’s Centre for Accessibility was publicly launched in September 2001 and will assist in evaluating and improving access to Telstra’s web-site.   The following actions seek to improve accessibility to Telstra’s web-site.

	Action
	Responsibility
	Timeframe

	6.1
Conduct audits, at least annually, of Telstra web pages and publish findings internally to enhance compliance with Corporate Accessibility Standard
	Telstra Research, Centre for Accessibility
	First audit completed Sept 2002.  Ongoing audits to take place

	6.2
Review and update Telstra Standards for Accessibility, as required, and monitor adherence
	Telstra Retail, Broadband and Online Services
	Ongoing

	6.3
Ensure Telstra web developers are briefed regularly on accessibility developments
	Telstra Retail, Broadband and Online Services

Telstra Research, Centre for Accessibility
	Ongoing

	6.4
Improve prominence of Disability Services page within telstra.com
	Disability Services Unit
	Initial improvements by first quarter 2003


Strategy 7
Improve access to Telstra’s facilities
An audit of all Telstra buildings and facilities commenced in 1996 with key strategic buildings being targeted for assessment. Works programs have been completed for each State covering those buildings that have a high profile or high public usage.

A Telstra Access Advisory Panel has been in operation since 1996, acting in an advisory role on matters relating to physical access to, within and from Telstra’s corporate accommodation buildings, as well as a wide range of other disability issues.  The panel includes representation from community, professional organisations, Telstra staff, Telstra Human Resources, Telstra Property Management and Telstra Shops Network.  Telstra’s corporate access policy was formulated in consultation with the Panel.  This policy provides Telstra with guidelines on providing an accessible work environment and accessible retail outlets.

In September 2001 Telstra awarded a five-year contract to a major facility and property management service to manage Telstra’s property portfolio.  This organisation has been fully briefed on Telstra’s commitments under its Disability Action Plan and will liaise with Telstra to continue to progress implementation of the Plan. 

The following actions commit Telstra to ongoing access improvements by identifying and addressing access barriers for customers and staff.

	Action
	Responsibility
	Timeframe

	7.1
Continue auditing leased and owned properties to assess accessibility and compliance with the DDA, and maintain an ongoing program of work to rectify non-compliance 
	Finance and Administration, Corporate Services, Accommodation Planning
	Ongoing, process in place

	7.2
Ensure new leasing is, wherever possible, within compliant buildings or seek rectification of non-compliant issues prior to lease commencement
	Finance and Administration, Corporate Services, Accommodation Planning
	Ongoing, process in place

	7.3
Ensure all new office fitouts are completed in accordance with Australian Standard for Design for Access and Mobility (AS1428.2)
	Finance and Administration, Corporate Services, Accommodation Planning
	Ongoing, process in place

	7.4
Implement regular programs of access awareness training for property Service Providers, Telstra Property Vendor managers, Telstra Shop Network staff
	Finance and Administration, Corporate Services, Accommodation Planning
	June 2003

	7.5
In conjunction with Corporate Human Relations, Health and Safety establish accessibility as part of the routine Health and Safety self-assessment checklists
	Finance and Administration, Corporate Services, Accommodation Planning

Human Relations, Health and Safety
	Oct 2003


Strategy 8
Maintain Telstra’s commitment to the elimination of discrimination in the workplace in accordance with its Equal Employment Opportunity (EEO) policy

Telstra recognises that when people are managed inclusively, embracing individual differences, company performance and productivity is enhanced.  Although policy and guidelines provide the general framework for creating a strong and diverse workforce, Telstra also recognises that these are just the basics of good diversity management and that the desired outcome is a culture which values diversity.  

The intent of Telstra’s Equal Opportunity (EEO) policy is to provide an employment environment that realises the principles of equal opportunity and affirmative action for designated groups.  

Telstra has a long and proud record of implementing practical programs with the goal of attracting and retaining the best and brightest talents regardless of attributes such as gender, race, religion or disability.  

EEO goals and objectives are established at the corporate level within Telstra.  Business Units develop individual annual EEO Management Plans within the framework of the corporate goals and objectives.  Telstra monitors the representation of specific groups.  EEO information is subject to voluntary disclosure in respect of details such as disability and race.

The following actions seek to maintain Telstra’s commitment to the elimination of disability discrimination in the workplace.

	Action
	Responsibility
	Timeframe

	8.1
Continue to ensure all Telstra employment policies and practices are non-discriminatory
	Human Resources, Diversity
	Ongoing, with an annual review

	8.2
Continue to include DDA awareness in all employment policies and procedures
	Human Resources, Diversity
	Ongoing, with an annual review

	8.3
Maintain and update as required Telstra’s EEO Disability Statement
	Human Resources, Diversity
	Ongoing, with an annual review

	8.4
Increase the recruitment of people with a disability
	Human Resources, Diversity
	Ongoing, with an annual review

	8.5
Promote work training/work experience/mentoring programs and other activities to develop skills and abilities for people with a disability
	Human Resources, Diversity
	Ongoing, with an annual review


Section 2 – IMPLEMENTATION AND GOVERNANCE
RESPONSIBILITIES AND RESOURCES

The Telstra Disability Action Plan is a dynamic document.  Progress against the implementation of the Plan will be monitored on a regular basis for the life of the Plan.  As part of this ongoing review, a range of information will be collected and analysed to determine progress against actions, targets and goals. 

Corporate Responsibility

Telstra senior managers have endorsed this Plan.

Business Units will have responsibility for implementation of the actions.  Regular reports on compliance will be made to senior management.

Line of Business Responsibility

As with Telstra’s earlier Disability Action Plans, Senior Managers from each of the relevant lines of business will oversee the Action Plan compliance process.  They will ensure relevant, affordable and achievable initiatives are appropriately funded in annual business plans and budget cycles.

Day to Day Responsibility

The Telstra Disability Services Unit will, in conjunction with relevant Business Unit representatives, oversee the day to day implementation of the Disability Action Plan.  The Unit will publish regular articles via internal staff communication channels and its intranet site, to report generally within the company on progress and achievements.

Telstra will report annually to the Disability Forum on progress made against the Plan.

As with previous plans, provision has been made for a comprehensive assessment, including external input, to be conducted on conclusion of the Plan. This assessment will review all strategies contained within the Plan and will be used as the starting point for the development of the subsequent Plan. The assessment report will be lodged with the Human Rights and Equal Opportunity Commission. 

KEY PERFORMANCE INDICATORS

· Improved customer satisfaction

· Improved customer awareness of Telstra’s services for customers with a disability

· Improved feedback from disability stakeholders on Telstra’s services for people with a disability.

FUTURE DIRECTIONS

While Telstra is proud of its achievements as a corporate leader in the area of disability, it acknowledges that its efforts are incremental and there is still much to do to ensure all people, including people with a disability, have equal access to its products, services and information.

As a living document, Telstra’s third Plan will continue to take into account the fast-changing nature of telecommunication products and how they are transforming the lives of all consumers.  

The third Plan will be monitored and evaluated on an ongoing basis.   Its development will continue to be influenced by inputs from consultation with Telstra staff and management, and representatives of consumer and disability groups. 

From time to time amendments may be made to the Plan. Amendments may occur in the following circumstances:

· If major changes occur in the legal and regulatory environment in which Telstra operates;

· Following major technological advancements

· Following changes in community expectations

· By regular review of operations

· If disability standards are made and these standards are not already being met or exceeded by the Action Plan and

· If Telstra wishes to make further provision in the Action Plan, following investigation of a complaint made to either Telstra or the HREOC.

It is expected that the process of review will continue for the life of the Plan and the formal review proposed at the end of 2004 will make further recommendations to integrate the Action Plan initiatives into the regular business planning of the business units.

FEEDBACK AND CONTACTS

Telstra's Disability Action Plan is published by Telstra's Disability Services Unit.  

If you would like to contribute an idea or make comment on any aspect of Telstra's Disability Action Plan, please contact Telstra Disability Services Unit.  Contact details are below. 
A copy of this plan, earlier plans and review reports are accessible from www.telstra.com.au/disability.  Other alternative formats are available from Telstra Disability Services Unit.

Telstra Disability Services Unit

Telephone: 
03 9634 8780 

Fax:

03 9634 4390

TTY:

1800 671 880
E-mail:

disability.services@team.telstra.com
Web:

www.telstra.com.au/disability 

Freepost: 
Reply Paid 2474, 

Locked Bag 4960, 

Melbourne Vic 8060

General inquiries

For information about Telstra’s products and services for people with a disability contact:

Disability Enquiry Hotline

Telephone
1800 068 424

TTY

1800 808 981

E-mail

DisabilityEnquiryHotline@team.telstra.com 
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