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National Ethnic Disability Alliance
Mobile: 0407 878 933

Local call: 1300 486 038

Post: PO Box 160, COBURG Victoria 3058
Email: office@neda.org.au
Website: www.neda.org.au
ABN: 13 087 510 232

Ms Jacqueline Daly
Consumer Policy and Post (NRS Review)
Department of Broadband, Communications and the Digital Economy
GPO Box 2154
CANBERRA ACT 2601 

Monday, 12 September 2011
RE: Letter of support for ACCAN’s submission to the Review of access to Telecommunications by people with disability, older Australians and people experiencing illness

Dear Ms Daly,

The National Ethnic Disability Alliance (NEDA) is the national peak organisation representing the rights and interests of people from non English background (NESB) with disability, their families and carers throughout Australia.  NEDA is funded by the Commonwealth Department of Families, Community Services and Indigenous Affairs (FAHCSIA) to provide policy advice to the Australian Government and other agencies on national issues affecting people from NESB with disability backgrounds, their families and carers.

This letter is to express NEDA’s support for the Australian Consumers Communications Action Network’s (ACCAN) 4 overarching recommendations and 41 suggestions towards the above mentioned review. NEDA also takes this opportunity to highlight the needs of people with disability, older Australians and people experiencing illness who have little or no English proficiency and are from cultures other than that of mainstream Australia.

NEDA estimates that there are approximately 1 million people from NESB with disability across Australia, a quarter of the total population of Australians with disability. 

It is widely reported that people with disability from NESB have a low uptake of services, including those relating to telecommunications.  To give an example, the 2006 ABS General Social Survey on internet usage for people with disability by country of birth shows that 73.8% of people with a profound disability born in a non English speaking country do not use the internet at all, compared with 59.7% for people with a profound disability in an English speaking country. 
The low use of telecommunications services by people with disability, the elderly and people experiencing illness from NESB is not due to lack of interest but rather lack of knowledge and access to the information, equipment and training available. 

With this in mind, NEDA thanks ACCAN for supporting the needs of people from non-English speaking backgrounds within the groups identified in this review of access to telecommunications. 

NEDA particularly supports ACCAN’s call “to reach out to new consumer communities that to date have not been able to enjoy subsidised equipment and tailored services’” which includes people from NESB. 

NEDA also strongly supports ACCAN in its recommendation 41.
The NRS be expanded to provide telecommunications access to culturally and linguistically diverse (CALD) consumers with hearing and/or speech:  “That a new relay service be provided as part of an expanded NRS to provide telecommunications access to culturally and linguistically diverse (CALD) consumers with hearing and/or speech impairments.” 
Currently many people from NESB are simply isolated from their communities and family because they cannot access any telephone interpreter service to communicate in the language with which they are most competent and comfortable.
Case study Ms L

Ms L is a woman from Africa. She lives in Tasmania with her two year old grandson who she cares for.

Ms L has a hearing and speech impairment. Her hearing impairment is significant so that despite hearing aids she is unable to hear the telephone or the doorbell. When Ms L communicates with others she lip reads. 

While Ms L has received more than 500 hours of English classes, her ability to understand and speak English is limited. The classes are held in large groups and despite Ms L’s impairment she is not receiving individualised support.

When Ms L communicates through an interpreter she also lip reads, this means that she cannot make use of telephone interpreters as she is unable to hear over the phone.

NEDA met Ms L at a workshop in early August. Despite her having received services through FaHCSIA with respect to the care of her grandson and a multicultural service, she was unaware of the Telephone Typewriting (TTY) equipment and the National Relay Service (NRS). She stated that it would assist her if she could see the phone number when someone calls and she believes she could read brief messages in English.

Someone like Ms L would benefit greatly from a video relay service to allow her to lip read in her native Kissi language. At the moment she has to ensure that an on-site interpreter is available for important appointments such as with doctors, at Centrelink and so on. Her needs will increase with the age of her grandson when he starts attending school for instance.

Additional NEDA Recommendations 

NEDA strongly emphasises four priorities for telecommunications consumers from NESB which are also in keeping with ACCAN’s recommendations:

1. The National Relay Service must have the capacity to include the Translating and Interpreting Service (TIS); 

2. An information and education campaign must be targeted to the multicultural communities on NRS, TTY, aid and equipment and other telecommunications services and equipment.
3. The government must consider options to use texting as a form of communication. In a report commissioned by ACCAN, ‘Communicating Difference: understanding Communications Consumers from Non-English Speaking Backgrounds (NESB)
’ (pp47-54) NEDA ascertained that there is a high usage of mobile technology among refugee and migrant communities. According to the report, mothers working overseas use the mobile phone heavily to check that their children are eating properly, going to school, etc. Young refugee men use the mobile phone to remain connected with their family and friends. The report claims that refugees also use the mobile phone to seek family members. Some mobile phones are also accessible for people with all types of disability, older Australians and people experiencing illness. 
Therefore, NEDA strongly recommends that information be available upon request, via the mobile and in the recipient’s language. The requirement for short messaging will also reduce the cost of information accessibility. 
The mobile phone service cannot replace the NRS but will be another means to communicate information in an accessible format and language.

4. The ‘Communicating Difference’ report (pp32-35) also stresses the importance of cultural competence when organisations deal with people from NESB. 
According to the report (p32), ‘Cultural competence means working effectively with individuals while discovering, recognising and understanding the influence of culture on practice. Cultural competence exists at different levels including the individual, the program, the organisation, the state and even the nation. This report sites another report which identifies ‘Lack of cultural sensitivity’ (P47) as a barrier for people from NESB to using Telstra services. It uses the example of a lack of information in alternative languages as a form of low cultural competence. While Telstra does provide information in alternative languages, the service is not adequately promoted so many people are unaware. Many people with disability, older NESB Australians and people experiencing illness are likely to be more appreciative of cultural competence in organisations as they may already be in a precarious state of mind. Improving cultural competence in telecommunications organisations could mean better understanding of telecommunications services, thereby reducing the incidence of bill shock and other issues. NEDA recommends that the government require telecommunications organisations to take ongoing training in cultural competence. 
Conclusion

NEDA thanks ACCAN for keeping the needs of people from non-English speaking backgrounds (NESB) in mind in its current submission to the Department of Broadband, Communication and the Digital Economy on its review of access to telecommunications by people with disability, older Australians and people experiencing illness. As recommended by ACCAN, the telecommunications sector needs to reach out and include all communities in Australia, including those from NESB with disability. In order to reach out to the NESB communities NEDA also joins ACCAN’s call to extend the National Relay Service to languages other than English. 
Additionally, NEDA calls for the telecommunications sector to significantly improve its cultural sensitivity through cultural competence training. NEDA also believes that the telecommunications sector consider informing consumers through mobile telecommunications as an effective and affordable means of communication with people from NESB. 
NEDA will be forwarding our submission soon but please do not hesitate to contact me on the details at the top of this letter, should you have any further immediate queries. 

Yours sincerely

Sibylle Kaczorek
Executive Officer 
� National Ethnic Disability Alliance (2010) ‘Communicating Difference:


Understanding Communications Consumers from Non English Speaking Backgrounds (NESB)’ � HYPERLINK "http://www.neda.org.au/files/Communicating_Difference_Report_final.pdf" �http://www.neda.org.au/files/Communicating_Difference_Report_final.pdf�








