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MAYOR’S FOREWORD


Ballarat is a thriving city rich in history, prosperous industries and a strong community infrastructure, is poised for further growth and development. An hours drive from Melbourne, Ballarat has a population of 83,000 people and is showing strong growth, particularly in the residential, tourism, health, education and retail sectors. 

People with disabilities make up a significant proportion of the population and it is estimated that around 16,000 people in the Ballarat area have a permanent disability. The City of Ballarat recognises that it has a responsibility to all its citizens to ensure that there are no barriers to  participating in civic life including people with disabilities. This is good customer service and a hallmark of a caring and inclusive community.

With this in mind, this Disability Action Plan has been developed so that we can become a community where “Access for All” is a reality, complementing the many services provided that directly benefit people with disabilities. 

Because of its leadership role, the City is also in a position to influence the practice of other key agencies and groups within the community. 

Tabled within the plan is a range of strategies and actions. These will be added to as needs change and issues are resolved. It is important to note that the implementation of the plan will not happen overnight. Obviously resources will need to be found in some instances and this is not always easy, given competing priorities. Importantly, the need for change is recognised and much work is underway.

In summary, this Disability Action Plan is quite simply about ensuring that Council is actively seeking to identify the needs of the entire community. We will ensure that its services, buildings and information are readily accessible to everyone, including people with disabilities. Our commitment to good customer service requires us to plan for the needs and aspirations of all.

I urge all in the community to embrace the plan and look for ways to pursue the principle of “Access for All” to make Ballarat an even greater City.

Cr David Vendy

Mayor

City of Ballarat 

May 2003

EXECUTIVE SUMMARY

The creation of the Disability Action Plan provides a framework that will see that the principles of the Disability Discrimination Act (1992) are pursued, ensuring the needs of all members of the community are considered, no matter what their disability. The strategies outlined in the plan cover:

· Improving physical access (buildings, roads and public spaces)

· Improving access to information 

· Improving access to services 

· Ensuring open and inclusive work practices are in place

· Ensuring barriers to community participation are removed

A broad cross section of the community was consulted in the development of the plan and it will be prioritised and implemented over the next 5 – 10 years, with an annual assessment of its progress and timelines. It needs to be recognised that works are ongoing beyond that timeframe and will follow the guiding principles of “Access for All”.
At the back of the plan there are many resources, contact names of disability-specific organisations and other useful information. Our City of Ballarat website has been redeveloped to include disability specific information for your convenience. 

OVERVIEW

The City of Ballarat’s Disability Action Plan 

The goal of the City of Ballarat’s Disability Action Plan is to make Ballarat a more inclusive and accessible community for people with disabilities. It particularly focuses on the City of Ballarat’s assets, buildings, services and staff. The project supports the Ballarat City Council's long involvement and commitment in planning for and responding to the diverse needs of its community. The philosophy that underpins the development of the Disability Action Plan is one of "Access for All" - that planning, development and implementation includes the whole community regardless of levels of mobility or disability.

The City of Ballarat, through the development of this plan, has responded to its legislative responsibilities, as determined by the Commonwealth Disability Discrimination Act 1992 (See details of the Act in appendix 1.). The guiding principle underpinning the Disability Discrimination Act (DDA) is that people with disabilities have the same fundamental rights as the rest of the community. 

The strategies of the Action Plan are aimed at ensuring that Council services, facilities and infrastructure are accessible to and meet the needs of people with disabilities, their carers and associates, and identifies and eliminates practices that may result in discrimination against these groups.

Successful implementation of the Action Plan will require the support of the whole organisation with incorporation of the goals, objectives and strategies into all Council policies, processes and procedures. 

City of Ballarat’ s Policy Statement

The policy statement that underpins this plan, and all future Council endeavours, is as follows:

City of Ballarat

Name of Policy:


"Access for All" Policy

Date Adopted:


March 2003

Vision:
The City of Ballarat recognises and supports the rights of people with disabilities and will ensure that they are not discriminated against directly or indirectly through the actions or inactions of Council. 

We will pro-actively promote the "Access for All" 

principles of equitable access and inclusion within the City of Ballarat to facilities, services and employment. This approach recognises that planning, development and implementation for these areas needs to include the whole community regardless of levels of mobility or disability.

Aim:

To continually improve access to services and facilities provided by the City of Ballarat for people with disabilities and ensure that planning for future services, facilities and infrastructure incorporates recognition of the needs of people with disabilities.

Context

The Disability Discrimination Act (1992) makes it unlawful to discriminate against a person on the grounds of their disability in a broad range of areas, including access to premises, work accommodation, transport and education.

The Objectives of the Action Plan:
The objectives in this plan are based on the understanding that the main issues facing people with disabilities on a daily basis are interconnected and require a number of concurrent initiatives to address them effectively. The themes and associated objectives for this plan are as follows:

1. Leadership and Advocacy –                                                                       Objective: To ensure that Council leads the way in reflecting "Access for All" principles within the Council’s Corporate Plan, policies and in its dealings with key community groups and bodies.

2. Access to Services –                                                                                       Objective: To ensure that all Council services address and remove any access issues on an ongoing basis.

3. Access to Buildings and Infrastructure – 

Objective: To ensure that the community is able to access all infrastructure, buildings, facilities and that Council will seek to remove barriers to access that currently or potentially exist.

4. Information – 

Objective: To ensure that all Council information and communication is not only accessible to people with disabilities in a range of formats but is a comprehensive and well coordinated resource.

5. Human Resources –

Objective: To demonstrate a commitment to "Access for All" through non-discriminatory work practices and policies.

6. Community Development and Participation – 

Objective: To ensure that all Council’s community development and participation activities are accessible to people with disabilities.

Please Note: 

For further details of the strategies and timelines in relation to these categories see pages 12 – 17 of this plan.

Overview of process of developing the Disability Action Plan 

The development of the plan has been based on the following activities:

· A general information session about the Disability Discrimination Act and the development of an Action Plan was held with managers and key staff.

· Nomination of key staff to represent a department/work unit and be the key contact point for the development of specific aspects of the Action Plan.

· Publicity to provide information about the Action Plan and raise disability awareness in the community. The publicity included articles in local newspapers, an article in RuralAccess News distributed to 700 contacts, project newsletters to staff, service providers and consumers.

· A list of key stakeholders that formed the basis of the consultation process as well as for future contact about disability issues.

· Identification of key issues business units, service providers, service consumers and the broad community that informed the disability action plan reference group.

· Consultation with people with disabilities and their carers. 
· Consultation with service providers.
· Two work groups were established to focus on particular aspects and to take account of the key issues – Data Collection and Infrastructure and Facilities Review.

· The Data Collection group collected demographic data, information from the Department of Human Services (DHS) and Centrelink as well as information from the review of current services and the consultation process. This data provided information that informed the development of the Action Plan as well as providing information about people with disabilities.
· Each business unit undertook a review of current practice using a standard survey form.
Consultation with people with disabilities and service providers provided important input into the development of the plan by identifying access issues, as well as acknowledging Council’s contribution to date. An important aspect of the project was the opportunity to increase community awareness of the needs of people with disabilities.

Accountability and Monitoring

The General Manager of Planning and Environmental Services who chairs the Disability Action Plan Reference Group, will be responsible for monitoring and implementation of the Action Plan (for details of the membership of this group, please see page 32). It is the responsibility of each business unit to provide the DAP Reference Group with an annual report outlining actions in progress and/or completed and revised deadlines for ongoing tasks. 

The DAP Reference Group will also provide a report to the management group in February each year for consideration during the preparation for the following year’s draft budget. In order to facilitate this process the Disability Action Plan strategies will be incorporated into the business plans of each business unit.

KEY DISABILITY ISSUES IDENTIFIED DURING PLAN PREPARATION 

Physical Access

Barriers result in the exclusion of people with disabilities or make it very hard to navigate around facilities or services once inside.  Lack of physical access and transport can prevent people with disabilities from engaging health services, education, employment, voting, shopping, tourism, recreation and so on.  Access barriers to facilities, services and premises can occur and because oversights at the planning stage of infrastructure or service development, old buildings, ignorance or unwillingness to undertake necessary modifications to service delivery or building design.  

Council will work, coordinate and plan with City stakeholders in order to maximise movement around the City for people with disabilities.  The City of Ballarat has a major role in ensuring the accessibility of the ‘physical’ environment through service provision in its Infrastructure, Building, Planning Engineering and Design Sections.  

Access to Information 
Access to information is crucial in order for all members of the community to lead rewarding and independent lives.  Planning to release information in alternative formats for example; large font or audio versions of publications will be part of all information distribution strategies.  Access to information includes the provision of ‘Auslan’ Sign Language interpreters to events and functions.

The City of Ballarat will ensure the provision of accessible information to all members of the community regarding Council services and policies, Council Committee meetings, events and other opportunities to actively improve people’s independence and autonomy.

Barriers to Community Participation

People that require accompanying carers or a support person to attend leisure and cultural events have encountered financial barriers to their participation, as this person also has to pay to attend.  Some progress on this point will be made with the introduction of the proposed ‘Companion Card’ in Victoria that will enable carers in this situation to attend the event or activity free of charge. (Advance bookings are still required at some events.)
Training and further education for vocational and recreational pursuits often continues to be too expensive for many people with disabilities.  In summary, limited financial resources often means limited opportunities.

Leisure and Other Activities

Being involved in activities provides the opportunity to develop a range of social and employment skills, to meet other people and find peer support.  Common barriers to participation include negative attitudes, insufficient or irrelevant services and funding (including transport and equipment), limited income and staff training, physical access and a lack of information.

The City of Ballarat is a large provider, both directly and indirectly, of services and facilities to visitors and residents.  Council has leadership, planning and coordination, advocacy and service provision roles in relation to ensuring leisure and recreation facilities are ‘inclusive’.  This involves consideration of ‘universal access’ issues at the planning and building stage.

Attitudes towards People with a Disability

Attitudes are the place where all action begins.  Attitudes towards people with disabilities may be said to be changing as a result of the de-institutionalisation of many people and their consequent visibility on the street and in the community.  Negative attitudes towards people with disabilities result in poor outcomes in terms of employment, education, health, social and recreational needs, self-esteem and aspirations.  Negative attitudes towards people with disabilities limit people with disabilities from reaching their potential and achieving their goal of independence.

The City of Ballarat has a role to play in training its staff with respect to working effectively with all members of the community.  By exhibiting a commitment to continually improving its activities in meeting the employment, health, social and recreational needs of people with a disability, Council will be excelling in its leadership, coordination, planning, and service provision responsibilities.  By creating positive experiences and opportunities, Council will contribute to a decrease in negative attitudes towards people with a disability.

Please note: (For itemised list of disability issues that have been identified by the Ballarat community during the period of community consultation, see appendix 4 on page 21 )

CONTEXT 

Action to date

The City of Ballarat has been working for many years towards providing services, facilities and infrastructure that meet the needs of people with disabilities. The development of the Disability Action Plan is part of this commitment. Other recent initiatives include:

· Commencement of tactile placement policy and scheme for road infrastructure

· RuralAccess Coordinator, funded by the Department of Human Services

· Large font business cards introduced as an aid for people with visual impairments and convenience of the general community

· “Etiquette of Communication with people with disabilities” brochure has been developed and released across the community (see under ‘Resources’ p. 31)

· Staff Induction training including disability awareness training 

· Employment and work experience opportunities for people with disabilities 

· Accessible restaurants guide

· Modifications to buildings

· Adoption of new standard drawings for pedestrian access

City of Ballarat Disability Profile

The 2001 Census quotes the City of Ballarat’s population at just over 80,000.  The population is estimated to increase to 88,000 by 2021, however by current trends, this is seen as a conservative estimate.  

Following world trends, Ballarat’s population will age over the next two decades with the 60+ population increasing from 17% to 27.4% by 2021.  People are living longer and are healthier into old age, however many diseases can cause prolonged disability for some elderly people.  The Department of Human Services “Burden of Disease” figures, collected during 1996, show major concentrations of particular illnesses or disabilities within the 75+ group.  The large numbers with hearing loss would not be unexpected, however, osteoarthritis and dementia are second and third on the scale of prevalence in this age group.  These disorders, especially osteoarthritis and dementia can have a devastating effect on a person’s independence. 

According to the 1998 Survey of Disability, Ageing and Carers, there were 3.6 million people (19% of the Australian population) with a mild to severe, disability.  Taking this percentage as a guide, it is plausible to assume that some 15,200 residents of this municipality have a disability of some kind at present.  As the table below shows approximately 4,000 people in this region have disabilities severe enough to warrant a disability pension payment.

Within the City of Ballarat, the range of disabilities is diverse and each must be taken into consideration when planning services and facilities within the Ballarat community. (For more details in regard to Disability Support Pension statistics from Centrelink, see appendix 4, page 21) 
Next Steps

The folllowing section sets out strategies developed to address the issues identified so far. Relevant managers and Business Units of Council will begin implementation of the plan. Just as important is heightened awareness of the needs of people with disabilities and the City’s on-going responsibility to ensure that their needs are met and that they are involved at the planning and development and decision making stages. The actions outlined in this plan are the start of a process. As such this plan represents a set of principles to guide the City’s development and thinking in coming years. 

STRATEGY AND TIMELINES

1. Leadership and Advocacy

	Objective
	Strategy
	Timelines 

	To demonstrate a commitment to "Access for All" throughout Council and with related business partners.
	1. Oversee the implementation of the Disability Action Plan.

2. Participate in the annual ongoing review and evaluation of the Action Plan.

3. Incorporate outcomes from the review and evaluation processes.

4. Enable people with disabilities and representatives of the DAC (Disability Advisory Committee) to participate in the evaluation of the Action Plan providing alternative format information as required.

5. Allocate resources through the organisational budget process to facilitate the implementation of the Action Plan
	2003

ongoing 

ongoing

ongoing

Jun 03 & ongoing



	To ensure that all access issues are identified and addressed through community consultation and active participation.
	1. Develop a diverse communication process that allows input by all stakeholders.

2. Establish a process that allows community input and discussion on disability issues as well as service planning within Council

3. Facilitate opportunities for people with disabilities to participate effectively in community consultation.
	Jun 03 & ongoing

Aug 03 & annually

Ongoing 

	To ensure that the Corporate Plan and organisational policies reflect an "Access for All" philosophy.
	1. Review the Corporate Plan and incorporate any changes required to reflect "Access for All" 

2. Review organisational policy and incorporate any changes required to reflect “Access for All” in relation to employment of people with disabilities.

3. Review individual Business Unit policies and incorporate any changes required to reflect "Access for All".
	Jun 03

Jun 03 & ongoing

ongoing

	To ensure that Council has a process for advocating on behalf of people with disabilities.
	1. Ensure that all existing Council planning processes use an "Access for All" approach.

2. Utilise the organisational complaints system to address current issues related to "Access for All".

3. Establish an ongoing process to identify issues and concerns for people with disabilities.  

4. Publicise Council's commitment to "Access for All" using a range of communication formats.
	Jun - Oct 03 & 

Jun 03 & ongoing

Jun 03 & ongoing

Jun 03 & ongoing


2. Access to Services

	Objective
	Strategy
	Timeline

	To ensure that the implementation of the Action Plan considers all access issues on an ongoing basis
	1. Establish and resource the ongoing operation of the Disability Action Plan Reference Group (will be referred to as the DAP Reference Group)

2. Nominate staff within each Business Unit who are responsible for ensuring access issues are addressed and communicated to the DAP Reference Group.

3. Create a Disability Advisory Committee (DAC)

4. Coordinate the implementation of the Action Plan and lodge Action Plan with Human Rights and Equal Opportunities Commission. 

5. Ensure that access issues identified as part of the development of the Action Plan are addressed.

6. Investigate the feasibility of creating a ‘shop front’ Disability Resource Centre for easy access for people with disabilities 

7. Maintain a process within each Business Unit that identifies future or potential access issues and community issues for people with disabilities.

8. Use all new Council buildings and facilities as best practice models to promote "Access for All" within the community.
	Jun 03 & ongoing

Jun 03 & ongoing

Jul 03

Jun 03

Jun – Dec 03

Sep 03  – Jun 04

Jun 03 & ongoing

Ongoing


3. Access to Buildings and Infrastructure

	Objective 
	Strategy
	Timeline

	To ensure the community is able to provide universal access to all Council’s infrastructure facilities, with due consideration of Ballarat’s heritage and environmental aspects.
	1. That the Infrastructure (roads, drains & footpaths) Reference Group (IRG) co-ordinate an assessment of all Council owned and/or controlled infrastructure and programs to ensure appropriate access and availability for the community.

2. Develop a priority program for future budgets to progressively upgrade all current Council infrastructure.

3. Develop and review Council policy for new and existing infrastructure in accordance with the principles of DDA 

4. That the IRG (Infrastructure Reference Group) assist Council with the implementation and ongoing evaluation process of the Disability Action Plan (DAP) regarding infrastructure.

5. Ensure that any new infrastructure is constructed in accordance with the DDA principles
	 ongoing

Annually/

ongoing

Ongoing

Ongoing

Ongoing

	ROADS:

	To ensure that the community has unimpeded access to all Council’s road and footpath infrastructure, with due consideration of Ballarat heritage and environmental aspects.
	1. Undertake an ongoing assessment of all Council’s owned and/or controlled roads and footpaths (including risk assessment and needs analysis) to identify impeded access and availability for the community.

2. Implement a priority program for the upgrade of existing infrastructure to DDA standards.

3. Submit funding application bids to both Council & other relevant funding authorities for DDA implementation 

      programs.

4. Develop and review Council policy for new and existing infrastructure in accordance with the principles of DDA.
	Ongoing
Annually/

ongoing

3 yearly/

ongoing

Ongoing



	To ensure that Council controlled designated accessible parking bays meet the needs of people with disabilities with due consideration of Ballarat heritage and environmental aspects..
	1. Audit and review existing allocation of car spaces within the municipality.

2. Produce a plan of all available Council parking spaces (include designated accessible parking) and publicize availability in City of Ballarat Newsletter, Rate Notice and other media.

3. Distribute the plan to all disabled parking permit holders requesting feedback on preferred locations.

4. Develop a works program for the provision of new/upgraded designated accessible parking bays. 
	Ongoing

Nov 03

April 04

Nov 04

	Ensure adequate Street Lighting
	1. Continue to ensure that street lighting on new road and footpath projects complies with relevant standards.

2. Apply for budget funding for lighting upgrades to comply with relevant Australian Standards..
	ongoing

	Remove obstructing advertising signage
	1. All permits for temporary signs to be located on the kerbside of footpath, at least 2 metres from building wherever possible.
2. Local Laws & Traffic to enforce compliance with local laws and permits.
	ongoing

	Removal of privately owned plants

/obstruction on paths


	1. Advertise in a range of formats, the requirements under local law of pruning vegetation and obstruction on pathways.

2. When complaints received Local Laws & Traffic to contact property owner and request owner to prune /remove obstructions.
3. Where owner takes no action undertake work and charge the property owner.
	Nov 04 ongoing

ongoing

	COUNCIL BUILDINGS

	To develop a strategy that ensures the community is able to access all Council controlled and used buildings safely and with dignity.
	1. That IRG In consultation with the DAP Reference group develop a draft document to guide planning for access for people with disabilities to Council controlled buildings.

2. Undertake an assessment of all Council owned and/or controlled buildings (including risk assessment and needs analysis) to identify impeded internal and external access and availability for the community. To apply for funding to assist in the assessment.

3. Develop and adopt a priority building program (including supporting budget bid applications) in accordance with (1).

4. Develop and review Council policy for new and existing building infrastructure in accordance with the principles of Disability Discrimination Act and universal access.

5. Develop and implement a process for identifying potential upgrade for compliance during maintenance of all Council controlled buildings.
	Sept 03

Jun 03

Jun 04

Dec 05

Jul 03 & ongoing

	COMPLIANCE AND REGULATION

	Ensure that all publicly accessible buildings that are subject to Council approval are DDA compliant.
	1. Ensure developers and private building surveyors are aware and accountable of their responsibilities under the DDA.

2. Promote DDA compliance through handouts on applications, mailing to all known developers and/or builders.

3. Seek clarification from DOI relating to references to DDA in permit conditions and advice about standard conditions or practice notes.

4. Review planning permit conditions and establish new permit conditions to reference DDA standards and requirements.

5. Review Municipal Strategic Statement to provide statutory weight to DDA related permit conditions.

6. All approval procedures and Council’s own Planning documents to comply with the DDA within the scope of the Planning & Environment Act 1987.

7. Council officers involved in the approval process as well as those involved in strategic planning undergo appropriate training on the DDA.


	Ongoing

Jun 03 & ongoing

Jun 03

Sept 03

Aug 04

Aug 04

Dec 04

	Illegal use of designated accessible parking bays and parking on footpaths.
	1. Enforcement: 

· Respond to complaints from individuals.

· Issue fines to offenders as appropriate

· Develop system to monitor the number of fines relating to illegal parking.

2. Place articles in Council’s newsletter and in local papers to raise awareness of enforcement  regulations.
3. Require regulatory officers to impose an appropriate fine for illegal use of designated parking spaces.  

4. Develop a system to monitor the number of fines for such infringements and report to Council.
	Ongoing

Annually
Ongoing
Ongoing
Ongoing

	OPEN SPACES

	Improving access to parks


	1. Construct kerb ramp.

2. Design main entry as level access (in some parks this may be the driveway).

3. Ensure entry gate or opening is a minimum 900mm wide.
	As new work arises

	Incorporate access considerations when designing new facilities or doing new work
	1. Construct new paths to min. 1200mm wide.

2. Ramps rather than steps where practical.

3. Provide accessible grades where possible.

4. Provide at least one accessible seat in each park.

5. Specify armrests on some seats.
	Ongoing

	Maintenance
	1. Maintain surfaces in an even, safe condition.

2. Trim plant material back from walkways and entries.
	Ongoing

	Establish an access rating scheme for all open areas
	1. Investigate the feasibility of developing a rating scheme on access. (For example: 1 is accessible for all, 10 only accessible via climbing.)
2. Advertise rating scheme in newspapers, various community groups and send out to disabled permit holders.
	Dec 04

	Council planting obstructing paths
	1. Consider access issues in determining location & type of trees planted.

2. Prune plant material clear of pathways, and designated parking spaces – complaints rectified within service standard.
	Ongoing


4. Information

	Objective 
	Strategy
	Timeline

	To ensure that all Council information and communication activities are accessible and consider the needs of people with disabilities 
	1. Develop a Style Manual for all publications and advertising material that meets the needs of all users including people with disabilities, particularly people with vision and language impairment. 

2. Provide access and customer service awareness training to staff. 

3. Assess City of Ballarat websites, centrally and off campus for accessibility and upgrade as necessary to meet W3C compliance.

4. Install Telephone Typewriter (TTY) at main Customer Service Centre, train staff in use of these and advertise number on all official Council documentation

NB:  May be replaced with latest technology

5. Develop Plain English summaries of large reports.

6. Advertise availability of documentation in alternative formats and develop as required.

7. Develop listing of people who regularly request documentation in alternative formats and provide these formats when sending information.

8. Provide Auslan sign language interpreters and note takers as a matter of course at all public meetings as required.

9. Install audio loop systems in Council Chambers, reception areas and major meeting areas, paying particular attention to such systems for heritage buildings like Her Majesty's Theatre.

10. Hire portable audio loop system as required for other functions

11. Advertise what services, programs and facilities that are accessible, to ensure community members are aware of what is available.
	Jul 03

Ongoing

Jul 03

Jul 03

Jun 03 & ongoing

Jun 03 & ongoing

As needed

Jun 04 – Dec 05

As needed

Jun 04



	To provide a comprehensive and coordinated resource, information and support service to people with disabilities
	1. Facilitate the investigation and establishment of a centrally located high profile resource - information - support centre for use by people with disabilities in conjunction with other agencies and stakeholders.

2. Develop resources that include information about various disabilities, support groups, accessible buildings, services and businesses.

3. Establish a community awareness program that promotes the "Access for All" approach.
	Sep 03 – Jun 04

Jul 04 & ongoing

Jun 03 & ongoing


5. Human Resources

	Objective 
	Strategy
	Timeline

	To demonstrate commitment to an "Access for All" approach through non-discriminatory work practices.


	1. Provide induction and ongoing training to staff regarding access issues for people with disabilities through the development of a comprehensive staff training program.

2. Ensure that all position descriptions are non-discriminatory.

3. Review Occupational Health and Safety processes to ensure the needs of employees with disabilities are included.

4. Ensure emergency evacuation procedures for people with disabilities are included in safety programs.
	Ongoing

Jun 03 & ongoing

Jun 03 & ongoing

Ongoing

Ongoing

Jun 03 & ongoing

Ongoing


6. Community Development and Participation

	Objective 
	Strategy
	Timeline

	To ensure that all of Council's economic development activities are accessible to and consider the needs of people with disabilities
	1. Facilitate assessment of major streetscapes to identify access barriers and develop a prioritised action program to rectify these prior to further development.

2. Advertise accessible areas and events broadly in alternative formats. 

3. Review numbers and locations of accessible parking areas and ensure temporary facilities are provided for specific events and activities.

4. Provide training, advice and support to traders in relation to the concept of 'Good Access is Good Business' 

5. Advocate to appropriate transport authorities for speedy introduction of accessible public transport and improved taxi services.

6. Develop a Tourism Strategy that includes the needs of people with disabilities and identify the opportunities for increased tourism as a result.

7. Support and promote the development of accessible tourist accommodation.

8. Develop and implement community education programs targeting awareness of access issues.

9. Develop partnerships with relevant employment agencies to promote and implement affirmative employment programs for people with disabilities into mainstream and City of Ballarat work environments.

10. Support and promote the State Government’s ‘Companion Card’ to all the relevant social, sporting and recreation organisations. 
	Jun 03 & ongoing

Jun 03 & ongoing

Jun 03 & ongoing

Sep 03 & ongoing

Jun 03 & ongoing

Sep 03

Sep 04

Ongoing

Jun 05

Jun 03 & ongoing


APPENDICES:

Appendix 1. 

Disability Discrimination Act (1992) - Summary

The objectives of the DDA are:

· to eliminate, as far as possible, discrimination on the grounds of disability in the areas of:

· work; accommodation; education; access to premises; clubs and sport; and

· the provision of goods; facilities; services and land; and

· existing laws; and

· the administration of Commonwealth laws and programs.

· to ensure, as far as practicable, that persons with disabilities have the same rights to equality before the law as the rest of the community; and

· to promote recognition and acceptance within the community of the principle that persons with disabilities have the same fundamental rights as the rest of the community.

The DDA covers everyone with a disability. The definition of disability in the DDA is as broad as possible. It includes:

· physical

· intellectual

· psychiatric

· sensory or neurological disability 

· learning disabilities

· physical disfigurement 

· the presence in the body of disease causing organisms.

The DDA also protects people with disabilities being discriminated against because:

· they are accompanied by an assistant, interpreter or reader; or

· they are accompanied by a trained animal, such as a guide or hearing dog: or

· they use equipment or an aid, such as a wheelchair or a hearing aid.

The DDA also protects relatives, friends, carers and co-workers of people with disabilities from discrimination.

Types of discrimination

Direct Discrimination

Direct discrimination occurs when a person with a disability is treated less favourably, or it is proposed to treat a person less favourably, than a person without the disability would be treated in similar circumstances.


Indirect Discrimination

Indirect discrimination occurs when a person with a disability is expected to comply with a requirement or a condition that is unreasonable and that cannot be complied with due to the disability, but which a person without a disability would generally be able to comply with.

The DDA covers access to all the below:

	· Libraries
	· Public paths & walkways
	· Educational institutions

	· Shops / Stores
	· Banks, credit unions etc
	· Parks and gardens

	· Public toilets
	· Restaurants, cafes, hotels
	· Pools / leisure facilities

	· Cinemas & theatres
	· Social & sports clubs 
	· 

	· Public transport – trains, trams, boats, planes
	· Sports & Entertainment Venues
	· Hospitals & medical centres & dental services

	· Legal & services
	· Travel agents &  tourist venues and accommodation
	· Government offices and services


Appendix 2. 

Centrelink List of Disabilities 

The Centrelink statistics for the City of Ballarat indicate a range of disabilities that are represented by the following groups:

· Acquired brain impairment

· Amputation

· Cancer/tumour

· Congenital abnormality such as Cerebral Palsy, Spina Bifida

· Chronic fatigue/post viral syndrome

· Chronic pain

· Circulatory system

· Endocrine and immune system

· Intellectual /learning disabilities

· Multiple disabilities

· Musculo-skeletal and connective tissue

· Nervous system disorders such as Multiple Sclerosis, Motor Neurone Disease

· Psychological/psychiatric

· Respiratory system

· Skin disorders and burns

· Sensory organ disorders such as hearing/visual impairments

· Visceral disorder

Appendix 3.

City of Ballarat Corporate Plan

The Corporate Plan provides the organisational framework for the implementation of the Disability Action Plan. The Corporate Plan identifies certain values and themes that also underpin the development of the Action Plan, as follows:

Mission

The Councillors and staff of the Ballarat City Council commit themselves to work for all citizens and future generations through -

· providing open, transparent and accountable governance

· planning and delivering responsive and efficient services

· fostering a healthy, happy and prosperous lifestyle, and

· demonstrating leadership and advocacy in keeping with "the birthplace of the Australian spirit"…

· Being accountable for implementation of the Disability Action Plan 

Values

Consultation with all our stakeholders, inviting participation within the limits of required confidentiality.

Good Governance that is open, transparent and accountable.

Innovation based on new ideas and continuous learning.

Integrity that is reflected in our public, professional and private dealings.

Leadership on behalf of our community through advocacy to others who have an influence on our City's future.

Responsiveness to our customers needs, exceeding their expectations and pro-actively anticipating future responses.

Teamwork between Councillors, Chief Executive Officer and Staff; where performance is celebrated, talents are developed and teams are encouraged to achieve.

Value for money where the responsible stewardship of scarce resources is practised by all.

Quality decision making based on sound reasoning and advice. 

Integrating Themes

The Corporate Plan sets out seven major areas of critical importance to the future wellbeing of Ballarat. These are : 

· Community Wellbeing; 

· Services to Residents; 

· Arts and Culture; 

· Prosperity; 

· Infrastructure; 

· Environment, and 

· City Image. 

Appendix 4

Population Details:

	Centrelink Populations 2002, 4th Quarter ( 06/12/02) Ver 1


	Disability Support Pension Recipients by Post Code in the Ballarat Area

	
	
	
	
	
	
	

	
	0-18
	19-24
	25-34
	35-44
	45-54
	55+

	Postcode
	
	
	
	
	
	

	3352
	<20
	28
	28
	65
	106
	160

	3355
	<20
	41
	92
	135
	184
	242

	3364
	-
	<20
	<20
	<20
	<20
	36

	3350
	43
	113
	252
	327
	542
	631

	3356
	<20
	43
	82
	101
	178
	210

	3357
	<20
	<20
	<20
	<20
	31
	31

	3351
	<20
	<20
	<20
	41
	78
	98


	 Less than 20 recipients


Appendix 5

Key disability issues as identified at community consultation

Physical access 

· Open spaces are not always accessible including the Lake Wendouree area

· Lack of emergency evacuation procedures for people with disabilities

· Barriers on paths of travel 

· Limited access to shops, restaurants and business due to physical barriers

· Lack of accessible public seating and toilets

· Insufficient accessible hotel/motel accommodation and holiday services

Access to information 

· Lack of understanding of what 'accessibility' means

· Lack of information in alternative formats e.g. Braille, audio, large print and plain English

· Lack of Telephone Typewriters (TTY) for people with communication or hearing impairment

· Inadequate communication mechanisms at consultation venues e.g. lack of sign language interpreter, hearing augmentation or appropriate visual supports

· Lack of information about services including eligibility guidelines and referral requirements

· Lack of information about accessible Council buildings and businesses

· City of Ballarat needs to provide an Accessible website that can be linked to disability organisations

· Visually confusing layout and presentation of documents 

· Use of inappropriate colour, graphics and small print in advertising material and City of Ballarat newsletters

· Lack of information about the complexity and diversity of disability

· "Access for All" needs to be reflected in excellent customer service

· Lack of information about accessible areas and events

· Inaccessible information about areas and events

· Confusing or unclear signage

Community attitudes

· Attitude barriers - staff who may be uncomfortable about working with or dealing with people with disabilities due to limited awareness of disability issues

· Limited community awareness and education relating to needs of people with disabilities

Transport

· Limited access to suitable and affordable public transport and taxis

· Limited accessible community transport including suitable routes

· Lack of accessible parking facilities close to user’s destinations

Employment

· Not all position descriptions reflect a non-discriminatory approach

· Aged & Disability - specialised training of staff regarding working with people who have specialised needs, continuity of care
· Insufficient infrastructure to accommodate staff with disabilities 
Leisure and other Activities

· Inconsistent standards of ‘companion’ payments across the whole community

· Events and festivals need to address access issues for people with disabilities.

· Limited access to tourism and recreation facilities (which are not structured outside of working hours) due to physical and attitudinal barriers

· Limited promotion of accessible venues and events

Barriers to community participation

· Council needs to conspicuously and consistently show that the needs of people with disabilities have been considered in all activities.

· Limited advocacy role by Council in regard to planning for people with disabilities

· Complexity and diversity of disability needs to be taken into account when planning services

· Limited awareness re: “Good Access is Good Business” 

· Limited accessible tourist destinations and accommodation

· Restricted opportunity for employment

GLOSSARY OF TERMS AND ACRONYMS

	DAC
	Disability Advisory Committee

	DAP
	Disability Action Plan

	DAP Reference Group
	Disability Action Plan Reference Group

	DDA
	Disability Discrimination Act

	DOI
	Department of Infrastructure

	IRG
	Infrastructure Reference Group

	TTY
	Telephone Typewriter

	W3C
	World Wide Web Consortium. Official body that sets guidelines and standards for the internet and has developed accessibility standard for compliance.


DEFINITIONS

	Accessible
	Able to be utilised by all people with a disability 

	Access Audits
	A formal checklist and report about accessibility, that includes considerations in regard to people with a physical disability, vision or hearing impairments.

	Alternate communication
	Alternate communication includes Auslan interpreters, TTY (Telephone Typewriter) phones, National Relay Service for telephonic communication with deaf or speech communication difficulties.

	Alternate formats 
	Alternate formats include audiocassette, captioning, large print, plain English Version, video.



	Audio loop
	Audio loops consist of an amplifier and long cable which transmits sound from a public address system directly to the hearing aids of people who are positioned within the loop cable. Audio loops are portable and are available for hire or purchase to assist people with hearing impairment at public events. They can also be permanently built into buildings at the time of construction.

	Auslan Interpreting Service
	Auslan is the standard Australian sign language and is recognised by the Australian Government as a legitimate language with its own linguistic rules, syntax and grammar and is considered to have equal status to other languages. Auslan interpreters are available through Highlands Personnel, 305 Dana Street.

	Companion Card
	The purpose of the Companion Card Scheme is to assist people who have a severe or profound disability to access leisure and recreational opportunities without the financial burden associated with the admission costs to sport, entertainment and recreation venues/events for an accompanying carer.

	Designated Accessible Parking Bay
	A parking bay with a minimum width of 3200mm (3800mm preferred). The bay will be on level ground with a firm surface with no loose particles. Access to adjacent pathways shall be level or via kerb ramps.

	Disability
	‘Disability’ has been defined by the Bureau of Statistics as:

“The presence of one or more limitations, restrictions or impairments which had lasted, or were likely to last, for a period of 6 months or more.

· Loss of sight (even when wearing glasses or contact lenses)

· Loss of hearing

· Speech difficulties in native languages

· Blackout, fits or loss on consciousness

· Slowness of learning or understanding

· Incomplete use of arms or fingers

· Difficulty gripping or holding small objects

· Treatment for nerves or an emotional condition

· Restriction in physical activities or in doing physical work

· Disfigurement or deformity long time effects of head injury, stroke or other brain damage

· A mental illness requiring help or supervision

Treatment or medication for a long term condition or ailment and still restricted; and any other long term condition resulting in a restriction.”

	Large Print or large font
	Large print/font is useful for people with a vision impairment who may have some vision but cannot read standard print size. The recommended large print/font size is a minimum of size 16 and preferably size 20 and above 

	City of Ballarat Style Manual
	The objective of the Style Guide is to promote good design practices that will assist in developing clear and consistent communication. It provides City of Ballarat staff, who are preparing material for communication purposes, with design format guidelines that establish a "look" that complements and reflects the City of Ballarat brand marks and identity.   The guide covers layout and design of communications ranging from simple letter formats and information sheets to more complex design solutions for brochures, fliers, posters and other publications.  The Style Guide is available in hardcopy, as well as in Acrobat pdf format which is available on CD or from the City's Intranet Website. 

	Tactile Ground Indicators
	A tile with raised projections to indicate either danger or a change in level, or to act as a directional guide to people with vision impairments.

	Telephone Typewriter (TTY)
	A TTY is essentially a keyboard that plugs into a standard phone outlet to enable people who are deaf to send or receive messages to and from other people or public authorities that also have a TTY through the phone system. 

	Universal Access
	A modern term that indicates an "Access for All" philosophy that promotes ‘inclusive’ practices across all walks of life and all disabilities. 


USEFUL CONTACTS -  Ballarat  
# Please note that this information was correct at time of publication, however information can change  regularly, therefore for future reference visit our regularly maintained version on the City of Ballarat’s website – www.ballarat.vic.gov.au. 

	Organisation
	Address


	Contact Numbers

	A.P.R.O.T.C.H. (Adult Psychiatric Rehabilitation Program of the Central Highlands)
	Cnr Queen Sts & Dytes Parade Ballarat
	Ph: 5332 2722    

Fax:  5332 1044

	Amputee Group
	506 Sebastopol Street, Ballarat 
	Ph: 5331 7692

	Aquired Brain Injury Clinic
	102 Ascot Street Sth 
	Ph: 5320 3800

Fax: 5320 3728

	Australian Hearing – Ballarat 
	808 Sturt Street  Ballarat 
	Ph: 5333 3925

Fax: 5331 7077

	Ballarat  Community Health Centre
	PO Box 1156, Ballarat 3353
	Ph: 5333 1635

Fax: 5332 6617

	Ballarat  Health Services
	PO Box 577 Ballarat 3353
	Ph: 5320 4000

Fax: 5320 4477

	Ballarat  Health Services – Queen Elizabeth Centre
	PO Box 199 Ballarat 3353
	Ph: 5320 3700

Fax: 5320 3860

	Ballarat & District Aboriginal Co-op
	5 Market Street, Ballarat
	Ph: 5331 5344

Fax: 5333 1637

	Ballarat Community Centre
	Cnr Errard & Sebastopol Streets Ballarat 
	Ph: 5320 5693

Fax: 5333 1276

	Ballarat East Community House 
	36 Steinfeld Street Ballarat 
	Ph: 5331 4104



	Ballarat Regional Industries (BRI)
	108 Walker Street, 

Sebastopol 3356
	Ph: 5335 8906

Fax: 5335 6873

	Ballarat Specialist School
	Gillies Street Nth Ballarat 
	Ph: 5334 1302

Fax: 5334 2236

	BEST (BCDC)
	28 Victoria Street, Ballarat
	Ph: 5331 5955

Fax: 5333 1347

	Better Hearing Australia
	193 Victoria Street Ballarat 
	Ph: 5333 7200

Fax: 5333 7200

	BRACE
	602 Urquart Street, Ballarat 
	Ph: 5333 3700

Fax:  5332 8087

	Calkendren
	209 Otway Street South, Ballarat 
	Ph: 5331 7655

Fax: 5332 9956

	Carer’s Choice Grampian’s Carer Respite Centre
	115  Ascot Street Sth

PO Box 199 Ballarat 
	Ph: 5333 7104

Fax:  5333 7141

	Centacare
	802 Armstrong Street Nth

PO Box 576 Ballarat 3353
	Ph: 5337 7150

Fax: 5332 4465

	Centrelink
	Albert Street Ballarat
	Ph: 13 27 17



	Child & Family Services
	115 Lydiard Street Nth Ballarat 
	Ph: 5332 1434

Fax: 5332 1724

	Commonwealth Carelink
	Vision Australia 1300 Howitt Street Wendouree 3355
	Ph: 1800 052 222

	Communitique
	26 Drummond Street Ballarat 
	Ph: 5332 4611

Fax:  5332 1433

	CRS
	PO Box 224 Ballarat 3353
	Ph: 5336 5850

Fax: 5336 5866

	DeafInfo Grampians
	305 Dana Street Ballarat 
	Ph: 5381 1622 (Leave a message)

Email:   

Fax: 5333 4557

	Department of Human Services
	P O Box 712 Ballarat 3353
	Ph: 5333 6669

Fax: 5333 6505

	EW Tipping
	PO Box 41 Redan 3350
	Ph: 5331 5667

Fax:  5332 4845

	Highlands Personnel Support Service
	305 Dana Street Ballarat 
	Ph: 5333 3846

Fax:  5333 4557

	Linkages Central Highlands Community Care
	P O Box 577 Ballarat 3353
	Ph: 5333 5566

Fax:  5333 5866

	McCallum Disability Services
	Learmonth Street Alfredton
	Ph: 5334 1921

Fax: 5334 1925

	MEM Healthcare Services
	1209 Sturt Street Ballarat 
	Ph: 5333 4770

Fax: 5333 5918

	MS Support Worker
	Ballarat Health Services
	Ph: 5320 3616



	Neighbourhood Houses
	P O Box 2518 Ballarat 3354
	Ph: 5332 7476

	PINARC Support Services


	PO Box 1841, Ballarat 3353
	Ph: 5333 4721

Fax:  5333 4743

Pennyweight Park: 

Ph: 5331 3233

	RVIB
	33 Lt Bridge Street Ballarat 3350
	Ph: 5331 3875

Fax: 5331 3875

	Safety Link Ballarat 
	1 Ascot St Sth Ballarat 
	Ph: 5320 5431

Fax: 5332 7527

	Spina Bifida Association
	819 Tress Street Ballarat 
	Ph: 5332 7936

	St John of God Hospital
	P O Box 18 Ballarat 3353
	Ph: 5331 6677

Fax: 5333 1682

	UnitingCare – Aged and Disability Services 
	‘Bethany” Albert Street,  Ballarat 
	Ph: 5331 1732

Fax: 5332 1055

	Vision Australia
	1300 Howitt Street , Wendouree 3355
	Ph: 5337 4555

Fax:  5338 2795

	WIN Support Services
	P O Box 199 Ballarat 3353


	Ph: 1800 72 72 80

Fax: 5333 7141


USEFUL GOVERNMENT CONTACTS

	Organisation 
	Role
	Contact information 

	Human Rights and Equal Opportunity Commission


	Disability rights, information on the Disability Discrimination Act, guidelines to developing disability action plans


	Ph:   1300 369 711

TTY:  1800 620 241



	Equal Opportunity Commission


	Victoria Equal Opportunity legislation, rights and responsibilities, training


	Ph: 9281 7111

TTY:  9281 7110

Website:  www.eoc.vic.gov.au


	Department of Family and Community Services (Commonwealth Government – Melbourne Office)

Disability Services


	Access Awards, employment assistance programs


	Ph: 8626 1134

Website:  

www.facs.gov.au


	Department of Human Services

Disability Services


	Information on Victorian disability services and service providers


	Ph: 9616 7777

Website:  www.dhs.vic.gov.au/disability


	Victorian Legislation and Parliamentary Documents


	Information on the Victorian Equal Opportunity Act


	Website: www.dms.dpc.vic.gov.au


	Australian Building Codes Board


	Federal building regulations and codes, Building code of Australia, development of Disability Access Standards.

For further details on the Australian Standards, go to www. standards.com.au


	Ph: 02 6213 7842

Website: 

 www.abcb.gov.au


	Building Control Commission


	State administration of the Building Act 1993, building permits


	Ph:   9285 6400

Website:  www.buildcc.com.au


	Universal Design and Access Information

	The Centre for Universal Design


	Practical information about Universal Design in housing and built environments


	Website:  www.design.ncsu.edu/cud


	Adaptive Environments Centre, Inc


	
	Website:  

www.adapenv.org


	Centre for Applied Special Technology


	Practical information about Universal Design and Access principles in learning and information environments, details of the ‘Bobbie’ program for web content and access


	Website:  

www.cast.org


	Graphic Artists Guild


	Information on the use of international disability access symbols


	Website:  

www.gag.org


	Web Accessibility Initiative (WAI)


	Information and technical notes to ensure website accessibility


	Website:  

www.w3.org/WAI/



RESOURCES

City of Ballarat COMPLAINTS PROCEDURE

To be inserted.
ETIQUETTE OF COMMUNICATING WITH PEOPLE WITH DISABILITIES
It is not uncommon for people to be uncomfortable around individuals with disabilities because they are unsure of what to do, what is correct, and what will offend. The best strategy is to be sensitive and flexible. A lack of sensitivity or flexibility makes situations awkward at best, and at worst it can cause unintentional discrimination. Talking about disability is often difficult, partly because the terminology is unclear and laden with connotations. 

The accepted terminology, "person with a disability," puts the emphasis on the person, not the limitations or disability. Treat adults as adults. Address people who have disabilities by their first names only when extending the same familiarity to all others. Above all, use common sense, be respectful, polite, considerate, offer assistance, communicate and don’t hesitate to ask questions.

Suggested Terminology

	PRIVATE
Say:
	Don’t say:

	· Person with a disability
	· victim, suffers from, deformed

	· person with Cerebral Palsy or vision impairment etc.
	· afflicted by/ with, or blind/can’t see

	· person with a physical disability 
	· crippled, the crippled, crippling, invalid

	· uses a wheelchair
	· wheelchair bound, confined to a wheelchair

	· person with a hearing impairment, hearing loss or person who is deaf 
	· deaf and dumb, deaf mute, mute

	· accessible parking, accessible toilets, etc.
	· Disabled toilets, handicapped parking, etc.

	
	

	
	


Remember that people with disabilities are as diverse as others. They may have terminology preferences that should be respected.

Communication tips:

	PRIVATE
Do:


	Don’t

	· Look at the individual when addressing him or her.
	· Tell an individual you admire his/her courage or determination.

	· Ask an individual about the best way to communicate if you are unsure.
	· Stare at or avoid looking at a visible disability.

	· Speak directly to a person with a disability, even if he or she is accompanied by a person without a disability.
	· Express sympathy for the individual.

	· Offer assistance if it appears necessary, but don’t assume he or she will accept it.
	· Presume the individual is more fragile or sensitive than others.

	· Extend your hand to shake when meeting someone, even someone with a physical disability.
	· Assume someone with a speech or hearing impediment is intellectually impaired.

	· If you offer assistance, wait for acceptance and instructions before proceeding. Remember that not everyone will want or need assistance, and their wishes should be respected.
	· Feel uncomfortable using the word "see" when addressing a blind person, or "hear" when addressing a hearing impaired person.


Etiquette for Communicating with people with...

...hearing impairments 

· To get a person’s attention, gently touch the person on the shoulder or tactfully wave your hand. 

· Make sure the person is looking at you when you speak to them.

· Be aware of room or window lighting and position yourself to ensure maximum light on your face.

· Look directly at the person and speak clearly, especially if the person wishes to lip-read. You may also want to speak a little bit slower. Do not exaggerate lip movements.

· Be flexible. If the person doesn’t understand something, reword it instead of simply repeating it.  Use notes or visual expressions / clues to illustrate what you are saying.

· You can always use a pad and pencil to communicate if it becomes necessary. 

· Reduce unnecessary background noise – this can interfere with hearing aids and make communication difficult.

· Do not shout. It may not be necessary or appropriate. Ask the person how they would prefer to communicate.  Ask if they can hear you OK.

· Ask short, clear questions that require only short answers if possible. 

· Don’t refer to a deaf person as "deaf and dumb." Some people who are deaf can speak, others are "nonverbal" and use sign language.

· Relax and don’t be embarrassed if you use terms like “Did you hear about….”

· Make sure the person has understood you. If not sure, write it down anyway.

· If there is a sign language interpreter present, face the individual when talking, not the interpreter. 

· Position a signing interpreter so that he or she is near you and visible. 

...visual impairments

· Speak directly to the person in a normal tone of voice. 

· DON’T SHOUT. Vision problems and deafness are not related impairments. 

· When meeting, identify yourself and others with you. When conversing in a group, identify whom you are addressing. 

· Offer assistance if it appears necessary, but pay attention to the person’s response - take your cues from him or her. 

· Be specific with verbal directions to places, give approximate distances and don’t use comments like, “Over there..”. 

· Do not presume that the person can’t see anything, if appropriate it is OK to ask what they can see.

· When preparing printed information, ensure that font size is at least 16 and preferably in a plain font, (for example – ‘Arial’) and avoid using coloured paper where possible.

· Ensure good lighting – subdued lighting or very bright lighting makes things particularly difficult for people with vision problems.

· Walk alongside and slightly ahead of the person; don’t hold onto the person’s arm, allow them to take your arm if they need assistance. 

· Avoid escalators and revolving doors if possible. On the stairs, assist the person by putting his or her hand on the railing. 

· When assisting in sitting down, put the person’s hand on the back of the chair. 

· Don’t leave people who are blind in an open area or without saying that you are leaving. When you leave, lead the person to a landmark so he or she can get a sense of direction. 

· Do not move items that the person is familiar with, in their environment. 

· Do not pat a guide dog - you may distract the dog from its important job. 

· When speaking in a group, identify to whom you are referring. Relax and don’t be embarrassed if you use terms like “See what I mean?” or “See you later”.

...physical disabilities 

· If possible, be seated so the person doesn’t have to look up. Communicate at eye level with the person. Speak directly to the individual, not to a person who is assisting him or her. 

· DON’T SHOUT. Deafness and physical disabilities are not related impairments. 

· Never patronise people who use wheelchairs by patting them on the head or shoulder.

· Ensure that they have a clear pathway to their intended destination and at meetings or restaurants, make a chair-free space at the table for the wheelchair user

· Push the wheelchair only when asked. Don’t presume a person in a wheelchair needs your help to push him or her.

· When assisting in going up or down a curb, ask if he or she prefers going forward or backward. 

· Keep the chair tilted back when assisting on steps. 

· Be prepared - learn the locations of ramps and accessible facilities. 

· Never hang or lean on a person’s wheelchair - the chair is part of one’s personal body space and hanging on it can be very annoying. 

· NEVER presume that a non verbal person does not understand what you are saying.

...intellectual disability 

· BE PATIENT.

· Make instructions clear and brief, but don’t be condescending - they deserve your respect. Don’t be frustrated if you have to repeat yourself. 

· Don’t be afraid to ask the person to repeat something if you don’t understand.

· Pay attention, particularly if the person has a speech impediment. Don’t complete sentences for him or her. 

· Speak directly to the individual, not to a person who is assisting him or her. 

Supervising People with Disabilities

· Help the person fit in - just like you would any new employee. Describe the formal and informal requirements of the job. Introduce the person to co-workers. Encourage others to include the individual, but don’t try to force relationships on anyone.

· Be sensitive to a person’s limitations, but don’t lower traditional performance standards. Consider changing your supervisory style.

· Provide the same feedback as you would to other employees, and don’t be afraid to bring up criticisms. The person may offer alternative strategies for dealing with difficulties.

· Encourage the individual to pursue career development and training opportunities, just as you would any other employees.

· Arrange training for staff to be more aware of the disability and how to best accommodate the person’s needs.

Note: 

A ramp that makes a doorway accessible helps people using wheelchairs, or who have recently had a hip replacement as well as people pushing strollers, or delivering items in trolleys.
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