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1. Introduction 
The Disability Action Plan (DAP) recognises our obligations to stakeholders including our employees, our customers and our community.  The CWW Disability Action Plan will also comply with the Public Sector application of the Disability Act 2006 (Vic).

Our inaugural Disability Plan was developed in 2009 and we are proud of the outcomes we have achieved so far.  These achievements are documented in more detail further in this document.

This Disability Action Plan will address the time period April 2011 to December 2014 and aims to build upon the actions already undertaken to continue to ensure we continue to remove barriers to individuals who interact with us, work with us and form our customer base.

2. A message from our Managing Director

At City West Water (CWW) we recognise and respect the inherent value and dignity of all people.  We are committed to doing all we can to reduce barriers to anyone’s equitable participation with, and within our business activities, including supporting people with a disability applying for and engaging in work at CWW.
City West Water recognises its obligation under Commonwealth and State legislation to comply with disability action plan and anti-discrimination requirements. 
We are committed to our Disability Policy and the regular revision of our Disability Action Plan.  Our Disability Policy and Disability Action Plan are consistent with our core company values and social strategic objectives;

Values: 
Respect, Integrity, Leadership, Innovation

Social strategic objectives:
Customers - right product, right price, right way

•         Services matched to customer needs

 

People – for today and tomorrow

•         Right people – right jobs – right outcomes

•         Absolute safety

At CWW we consider our Disability Action Plan to be a structured opportunity to further enhance our positive community, customer and employee interactions.  We will apply our core values to progressively and practically remove barriers for people with disabilities to participate equally with and within our business.

Anne Barker

Managing Director 
{Please insert Date}
3. Acknowledgements  
The development of this DAP was led by People, Strategy and Change at CWW in consultation with the Disability Action Committee.  The Disability Action Committee (DAC) consists of representatives from departments across the organisation including one external community representative.  

The Institute of Access Training Australia (IATA) was engaged to undertake a review of this DAP in a draft format as well as the previous DAP (2009) to ensure that this DAP (2011-2014) provides an effective framework for addressing access issues and ongoing improvement.  

4. How to get a copy of this DAP

· Printed copies of this DAP are free and can be mailed to you on request.  Please phone 13169 or email enquiries@citywestwater.com.au
· Printed copies are also available from CWW Offices at 247-251 St Albans Road, Sunshine, Victoria.

· Electronic copies are available from CWW website at www.cww.com.au in PDF and MS Word formats.

· For an alternative format such as CD, large print or Braille, please phone CWW on 13169.

5. Related documents

CWW has a number of policies in place to promote access and inclusion across the organisation, including:
· CWW Disability Policy

· Customer Charter

· Equal Employment Opportunity, Discrimination, Harassment and Bullying Policy

· Work Life Balance Information Kit
6. Who we are and what we do
City West Water is one of three retail water businesses in metropolitan Melbourne owned by the Victorian Government. 

We provide drinking water, sewerage, trade waste and recycled water services to approximately 321,000 residential and 35,600 non-residential (industrial and commercial) customers in Melbourne’s Central Business District and inner and western suburbs. 

City West Water's boundaries contain the local government areas of Brimbank, Hobsons Bay, Maribyrnong, Melbourne (north of the Yarra River), Moonee Valley, Wyndham, Yarra and parts of Melton and Hume. 

Our customers

Relative to the other metropolitan Melbourne water retailers (South East Water and Yarra Valley Water), we have a smaller customer base and geographic area, with a greater proportion of non-residential customers.  These non-residential customers come from a range of sectors, including brewing, chemical manufacturing, oil refining, textile and automotive manufacturing.

Our residential customers are also diverse, with 34% of people living within our boundaries speaking a language other than English at home. 

What we do

Our core business is the delivery of drinking water to our customers and the collection of sewage and trade waste from our customers. 

We transfer approximately 94% of sewage and trade waste to Melbourne Water’s Western Treatment Plant.  The remaining 6% is treated at our Altona Treatment Plant operation. 

Alternative water is also a key part of our business.  We are working on many water capture and reuse projects which will enable us to deliver non potable water to our customers. 

Our Stakeholders

Stakeholders such as customers, the community, staff, suppliers, government and others are important contributors to our sustainability journey as they help us work towards producing and delivering products and services in a sustainable way. 

Stakeholders are involved in our planning and decision making in a number of ways, such as through our Community Liaison Committee and our Customer Committee. 

We also meet regularly with key stakeholders, such as the Department of Treasury and Finance and the Department of Sustainability and Environment. 
7.  About Disability

Disability can result from accidents, illness or genetic disorders.  Some people may have more than one disability.  There are many different kinds of disability.  A disability may be visible or hidden, may be permanent or temporary and may have minimal or substantial impact on a person’s abilities.  A disability may affect mobility, ability to learn things, or ability to communicate easily.

Disability is part of human diversity.  One in five Australians has one or more disabilities and this proportion is increasing with the ageing of the population.  The majority of people with disability have a physical disability (83.9%), 11.3% have mental illness or behavioural disorders, and 4.8% have an intellectual or learning disabilities. 

Although some people are born with disability, many people who currently have a disability may have spent much of their lives without it.  For example, people who have acquired their disability through a workplace incident or car accident, and people who may have acquired a disability as they age.  

Taken from Australian Network on Disability Fact sheet – What is a Disability?
Relevant Legislation
Disability Act 2006 (Vic)

CWW has a responsibility under the Commonwealth Disability Discrimination Act 1992 (DDA), to provide equitable and dignified access to goods and services and to premises used by the public.  This is broadly defined and would include all aspects of CWW operations.  The DDA provides uniform protection against unfair and unfavourable treatment form people with a disability in Australia.  It also makes it unlawful to discriminate against a person who is an ‘associate’ eg. a friend, carer or family member.
The DDA identifies and defines the following categories of disability:

· Physical - affects a person's mobility or dexterity

· Intellectual - affects a person's ability to learn

· Psychiatric - affects a person's thinking processes

· Sensory - affects a person's ability to hear or see

· Neurological - results in the loss of some bodily or mental functions.

These broad definitions mean that everyone with a disability is protected.  The DDA supports the principle that people with a disability have the same fundamental rights as the rest of the community.  Provisions apply to a wide range of life activities including:

· access to premises used by the public

· education

· provision of goods and services

· employment and,

· administration of Commonwealth laws and programs.

Disability Act 2006 (Victoria) (DAV)
The Disability Act 2006 (Victoria) (DAV), requires Victorian public sector bodies to prepare a DAP for the purposes of:

· reducing barriers to persons with a disability accessing goods, services and facilities
· reducing barriers to persons with a disability obtaining and maintaining employment

· promoting inclusion and participation in the community of persons with a disability

· achieving tangible changes in attitudes and practices which discriminate against persons with a disability.
8. About our Disability Action Plan
The CWW DAP has been structured in line with the requirements of the DVA utilising the four outcome areas to provide a framework to address disability and other access issues across all areas of CWW and to support it in meeting its requirements under the DDA.  The DAP will assist CWW in removing existing or potential barriers and support equity of access to premises, services, programs, information, communication and employment processes and systems
9. Developing our Disability Action Plan
CWW’s DAP was developed through an information and review process, in consultation with a range of key staff and advisory committees.  CWW’s Disability Action Committee (DAC) provides the key input into the DAP.  The Disability Action Committee is chaired by the General Manager People Strategy and Change and is supported by the company’s DAP Coordinator, Alison Bennett – Senior HR Consultant.  The chairperson reports on the DAP to the Managing Director and Executive Management Committee and to the Board annually.

The Disability Action Committee typically meets quarterly and at other times on demand.

Membership of the committee is voluntary and all reasonable expenses incurred in Disability Action Committee activities, as approved in advance by the chairperson, are reimbursed.

The review was supported by IATA (Institute of Access Training Australia), an organisation that has extensive experience in the facilitation and successful development of DAP’s with a wide range of organisations.

The process of development incorporated two stages;
1. Review of what has been achieved since the development of the organisation’s first DAP (2009).

2. Establish an initial draft DAP (2011-2014) that could be reviewed internally and independently assessed by IATA to produce a final DAP (2011-2014) for adoption and lodgement with the Australian Human Rights Commission (AHRC).

The DAP has been developed in line with the components prescribed in the Disability Discrimination Act 1992 (Section 61) as essential components of an action plan.  These include:

· Review of current practices

· Development of policies and programs

· Development of evaluation strategies

· Allocation of responsibility

· Development of communication strategies

We welcome the involvement of customers, community support agencies and individuals from peak disability organisations whose insights and experience add value to our endeavours to achieve disability outcome areas.
10. How we will monitor, review and update the DAP

The DAP will be monitored, reviewed and updated as follows: 

· Update report and monitoring from DAC quarterly in relation to progress of actions across the organisation
· Annual reports to the CWW Board, Managing Director and Executive Management Committee regarding the status of all actions identified within the DAP
· Annual consultation with broader customer base and people with disabilities to gain feedback in relation to progress of DAP and future updates.

11. Celebrating our success - outcomes from the 2009-2010 DAP 

We reduced barriers to persons with a disability in accessing goods, services and facilities

· CWW’s Disability Policy was approved by the Board and implemented in December 2008.  The policy has been cross referenced in the CWW Equal Employment Opportunity, Harassment and Bullying Policy.

· At CWW we provide designated parking areas for customers and employees with disabilities to access the main office building.  Adjustments have been made to the kerbs from parking areas for customers and employees to have level surfaces for safe access.  Handrails have been affixed to both sides of the walkway accessed by customers and visitors.

· An accessible bathroom adjoining reception is available for customer and employee use.  An internal lift between the ground level and the first level of the main office building ensures this facility can be accessed by staff and visitors to the main building.  It had been intended to construct another accessible bathroom on the first level of the main office building however that wasn’t actioned with the office relocation to Footscray expected in 2013.  A second accessible bathroom was provided in the new North West Wing (ATCO) building when it was constructed in June 2009.

· A button operated door opener was installed at the main building reception areas to improve access to this building for employees and visitors.

· The ramp accessing the ATCO building housing the CWW Learning Centre was reconstructed at a gradient in accordance with the Australian Standards.  The new North West Wing building has been fitted with a similar ramp and power assisted doors.

· A review of CWW customer information and communication processes took place to identify barriers for customers with a disability in accessing services and information.  Recommendations from an external audit have resulted in the development of some action items which will be addressed in this DAP.  

· We have improved our customers’ ability to interact effectively with us.  Through our building improvements customers are able to readily access our reception area for enquiries.  Customer contact by telephone is supported by the National Relay Service, in addition to a TTY telephone.  These services provide solutions to people who are deaf or have a hearing or speech impairment.
· Customer contact via the internet and email is increasing.  Our Online Services Coordinator has assessed our website as being at AA compliance level in accordance with the Web Content Accessibility Guidelines.  Our website strategy will continue to address this compliance and we anticipate the achievement of AAA compliance level following our business renewal project which will see an update to our existing systems.

We reduced barriers to persons with a disability obtaining and maintaining employment.

· CWW has continued to develop, review, update and integrate our policies to ensure they remain inclusive.  Our goal is to ensure that no barrier exists for people with a disability applying for and engaging in work at CWW.  The policies which support this include EEO Discrimination, Harassment and Bullying Policy and our Recruitment and Employment policy.  CWW’s Manager Induction Program also addresses all company HR policies and procedures.

· Expectations around behaviour and conduct are set at the induction stage of employment, and all new employees are asked to sign the Code of Conduct on their commencement of employment, and also biannually to coincide with biannual Diversity Education Program sessions.

· Reasonable modifications and adjustments were made for current employees with a disability.  This was also the case for employees who may have experienced temporary mobility issues following an injury or illness.

· CWW liaised with Disability Works Australia to act as an agent for identifying people with disabilities who could suitably fill CWW vacancies.  This relationship has not produced the outcomes anticipated.  Subsequently a relationship was established with the Australian Network on Disability (AND) with alternative employment programs presented and under consideration.   
· We sought support, advice and information from external specialists to assist us with this objective. 

These external groups include –

· The Australian Network on Disability (AND) – a not for profit organisation resourced by its members to advance the inclusion of people with a disability in all aspects of business.  CWW holds a Bronze Membership with AND.

· Access Audits Australia (AAA) who developed, administered, and analysed two staff surveys at CWW.  The first in 2009, whilst the second follow up survey was administered in 2010 to staff who participated in Diversity Workshops presented by CWW.  
· Institute of Access Training Australia (IATA) – the training division of AAA, who in 2009 delivered training for all employees with DAP responsibilities (consultative committee members, employee support officers, members of the DAP committee, managers with DAP responsibilities).  Training was also delivered to employees in customer and community contact roles.

We promoted inclusion and participation in the community of persons with a disability.

· CWW core values, strategic objectives, our induction processes, policies, diversity education, employee engagement survey, ESO and Consultative Committee, on line compliance, OHS and Facilities coordinators are resources in a framework that promote inclusion and fair treatment of people in our business community.

· We continued to celebrate our DAP achievements across the business and to educate employees, customers and our business community on inclusion and fair treatment of people with disabilities.  We do so to demonstrate that our efforts and services are inclusive and accessible to all and that our workplace welcomes and supports the unique individual contributions of all people.

· The CWW Disability Action Committee was formed and continues to meet quarterly to ensure required actions are addressed, and to develop strategies to promote disability and educate employees within CWW.  

· The CWW Customer Committee membership was reviewed and representation from people with a disability was encouraged.  A member of the Customer Committee has been involved in reviewing our Action Plan and has accepted our invitation to become a representative on our Disability Action Committee.
· CWW plans and undertakes various customer and community events.  In order to cater to all individuals, new procedures and checklists have been developed for such events. 

· CWW uses a forum known as ‘Canteen Catch-ups’ as one method of communicating with its employees.  Two presentations have been made to employees on the purpose and progress of our DAP. 

We achieved tangible changes in attitudes and practices which discriminate against persons with a disability.  
· Diversity Education Sessions were delivered to all existing CWW employees so that all of our employees understand their rights and responsibilities with respect to discrimination and harassment.  All new CWW employees complete this training shortly after commencement.

· We continued to demonstrate active involvement in pursuing good practice through participation in peak disability bodies and peer networks.  We have become a member of The Australian Network on Disability.  Our People Strategy and Development Manager attended a reasonable adjustment and employment seminar, as well as hosting a round table discussion at the IWA HR Special Interest Group.

· Access Audits Australia measured the awareness and issues in the CWW business over 12 months through the use of employee surveys.  Comparison of the 2009 and 2010 surveys revealed there had been an increase in awareness in some key areas.  AAA reported this indicated progress, improvement and action in relation to disability awareness that is very positive for CWW given its strong focus on service delivery, community and communication.  

· Many of these improvement opportunities and actions from the survey have fed into the following Opportunities and Actions table –our Disability Action Plan for 2011-2014.
12  Opportunities and Actions 

2011 – 2014 DAP

We will continue to reduce barriers to persons with a disability accessing goods, services and facilities.

	Action 1A
	Develop and implement an accessible information and communications guide.

	Responsibility
	Manager, Communication and Community

	Timeline
	June 2013

	Budget
	NA

	Evaluation
	Guide is completed and staff members are able to access information and procedures to support customers and employees with disabilities.  


	Action 1B
	Develop an implementation plan for the Accessible Information and Communications guide so that all staff are aware of the access supports and information available at CWW.  Implementation to consider :
Incorporation of training and information sessions

Dissemination 

	Responsibility
	Manager Organisational Development

	Timeline
	August 2013

	Budget
	$10,000 (450-1544-TRN10)

	Evaluation
	Employees are aware of the tools and supports that are available to them in communicating to staff and customers with access challenges.


	Action 1C
	Access and equity audits conducted.  Conduct an external review of DAP implementation to assist with on-going monitoring and future updates.

	Responsibility
	General Manager People Strategy and Change

	Timeline
	Annually from May 2012

	Budget
	$5,000 (450-1520-C16520)

	Evaluation
	External audit of implementation of Disability Action Plan and identification of further opportunities for improvement.


	Action 1D
	Work towards CWW website achieving AA compliance under the WWW W3C Accessibility Guidelines.  Undertake a formal access review of CWW website including Careers sub-site and staff Intranet to determine level of W3C compliance for accessibility and set future targets and actions to improve.

	Responsibility
	Manager – Communication and Community

	Timeline
	March 2013

	Budget
	$30,000 

	Evaluation
	Addendum to CWW DAP developed where accessibility improvements identified and a plan of action implemented to assist with meeting WWW WCAG compliance for accessibility. 


	Action 1E
	Engage an Accredited Access Consultant to undertake an Access Audit of all CWW premises to determine compliance with relevant access standards and actions required to address these.  In addition:
· Incorporate results in occupational health and safety reports

· Develop basic access checklists for staff regarding ongoing building accessibility

· Provide feedback and review process for disability committee to review outcomes

	Responsibility
	Facility Coordinator

	Timeline
	Ongoing

	Budget
	TBA (450-1543 – C6206)

	Evaluation
	Process for identifying and actioning of access issues and opportunities is available and utilised and includes the Disability Action Committee reviewing these outcomes at their quarterly meetings.


We will reduce barriers to persons with a disability obtaining and maintaining employment.

	Action 2A
	Review accessibility of CWW careers website to ensure that everyone can access the employment information, opportunities and processes.   This to consider:
· Text alternatives to PDF documents

· Review of technology and online forms including psychometric assessment

· Information on alternative format options to register interest or apply for positions

· Incorporation of simple fact sheets

	Responsibility
	HR Consultant 

	Timeline
	August 2013

	Budget
	As per action item 1D

	Evaluation
	Our careers website is accessible to all potential candidates, and job advertisements and relevant material are provided in accessible formats.


	Action 2B
	Continue membership with Australian Network on Disability (AND) to explore employment opportunities and participate in ‘Stepping Into’ program. (Stepping Into is a paid internship program designed specifically for university students with disability).  

	Responsibility
	HR Consultant

	Timeline
	July 2013

	Budget
	Within scope of annual AND Membership $1600.   (450-1661)

	Evaluation
	Appropriate work programs designed and candidates successfully recruited for vacation placements annually.  Identification of other relevant opportunities.


	Action 2C
	Review the tools, supports and processes that are available to support workplace modifications and adaptations that an employee with a disability may require and ensure information is available to staff.

	Responsibility
	Senior HR Consultant

	Timeline
	December 2013

	Budget
	Department operating budget

	Evaluation
	A Workplace Adjustment Policy that addresses all relevant issues is developed and implemented.


	Action 2D
	Review CWW emergency evacuation procedures to incorporate adequate provisions for people who may need assistance with emergency egress.  Includes consideration of;

· Investigation of a buddy system

· Provision of both audible and visible emergency information systems

· Training and information on relevant equipment.  For example, evacuation chairs.

	Responsibility
	OH&S Committee

	Timeline
	December 2013

	Budget
	Operating budget, training budget

	Evaluation
	Emergency procedures incorporate provisions for staff or community members with a disability.


We will promote inclusion and participation in the community of persons with a disability.

	Action 3A
	Continue to support the role of the CWW Disability Action Committee (DAC) as a key mechanism for formalised consultation and engagement specific to disability and access at CWW.

	Responsibility
	General Manager People Strategy and Change

	Timeline
	On going

	Budget
	N/A

	Evaluation
	CWW Disability Action Committee role is clearly defined and continues to offer opportunities for participation to community representatives with a disability or access challenge.


	Action 3B
	Develop practical tools and information to support staff and community in planning and conducting accessible and inclusive meetings, events and programs.  
This can include;

· Events checklists being developed and made available on intranet for staff and CWW website with community investment guidelines information for external providers.

· Inclusion of access considerations and requirements as part of community investment application form.

· Promoting the range of events that CWW is assisting through an annual calendar located on the CWW website.

	Responsibility
	HR Consultant, Manager Communication and Community.

	Timeline
	June 2013

	Budget
	$5,000  (470-1520-C6305)

	Evaluation
	Calendar in place with regular events undertaken.


	Action 3C
	Report on progress of DAP actions at canteen catch ups including updates, monitoring and evaluation.  Ensure achievements of the DAP are communicated broadly to all staff using a variety of methods.

	Responsibility
	General Manager People Strategy and Change and Manager Communication and Community

	Timeline
	Semi-annually – December and May each year.

	Budget
	N/A

	Evaluation
	Presentations completed on time and information is also available through the intranet and other communication channels.


	Action 3D
	Identify and investigate a range of suitable options to profile the CWW DAP achievements to customers, community and stakeholders.  Consider;
· Intranet and inclusion of DAP section

· Video updates via Web

· External newsletters and publications (eg Making Waves)

· Interactive Voice Response system (IVR)

	Responsibility
	Manager, Communication and Community 

	Timeline
	Ongoing

	Budget
	Within Operating expenditure

	Evaluation 
	Information about the progress and achievements of DAP are communicated externally to customers and key stakeholders


	Action 3E
	Explore and develop accessible consultation options to engage broader community on the DAP, its implementation, progress and ongoing monitoring and review.  Options to be considered include -

· Internet site

· Targeted mail outs with billing (eg in Making Waves)

· Customer surveys to gain or invite comment, feedback and perceptions

· Posting information on the Interactive Voice Response system (IVR)

· Linking with public events that CWW conducts or supports.

	Responsibility
	Manager, Communication and Community 

	Timeline
	Ongoing

	Budget
	Within Operating expenditure

	Evaluation 
	Customer and community consultation is sought and engagement opportunities are identified and promoted.


We will continue to achieve tangible changes in attitudes and practices which discriminate against persons with a disability.

	Action 4A
	Ensure key actions of the DAP are integrated into broader departmental plans as well as staff work plans and performance reviews.

	Responsibility
	HR Consultants 

	Timeline
	Ongoing

	Budget
	N/A

	Evaluation
	DAP actions are successfully integrated into key organisation and staff work plans and updated accordingly when required.


	Action 4B
	Provide Disability Awareness Education (which includes information CWW being an Equal Opportunity Employer), to all employees in the CWW corporate induction process

	Responsibility
	Manager, Organisational Development

	Timeline
	Content included in every corporate induction session.

	Budget
	 (450-1544-TRN10)

	Evaluation
	All new employees complete this Education session.


	Action 4C
	Develop an effective process to receive, respond and act on access issues raised by staff and customers, including a feedback mechanism to the DAC

	Responsibility
	Manager, Communication and Community

	Timeline
	December 2013

	Budget
	N/A

	Evaluation
	Formal process established and DAC included in feedback process


	Action 4D
	Demonstrate active involvement in pursuing good practice through involvement and participation in peak disability bodies and peer networks. (eg. Office of Disability, AND, Diversity Council of Australia)

	Responsibility
	General Manager People Strategy and Change

	Timeline
	July annually

	Budget
	450-1542

	Evaluation
	Activities and initiatives listed in General Manager People Strategy and Change annual performance review.


	Action 4E
	Conduct employee survey to measure understanding and gain insight into awareness of disability access and identify any knowledge gaps, issues and actions that can be addressed and incorporated into the DAP updates.

	Responsibility
	General Manager, People Strategy and Change

	Timeline
	Biennial in conjunction with Diversity Education 

	Budget
	$10,000 (450-1520-C6306)

	Evaluation
	Comparison of results between each replication of survey, and incorporation of appropriate actions in monitoring, review and update of DAP.


	Action 4F
	Conduct education sessions about mental health awareness and intervention for CWW managers.

	Responsibility
	HR Consultant

	Timeline
	December 2011

	Budget
	$15,000 (450-1544-TRN10)

	Evaluation
	Participation by 85% of target audience.


13. References and Contacts
City West Water 

Website:
www.citywestwater.com.au

Phone:
131 691

Fax:

03 9313 8417

Email:

enquiries@citywestwater.com.au

Australian Human Rights Commission (HREOC)

The Australian Human Rights Commission was established in 1986 by an act of Federal Parliament.  It is an independent statutory organisation and reports to the Federal Parliament through the Attorney-General.  It leads the implementation of the Disability Discrimination Act 1992.  This Act makes disability discrimination unlawful and aims to promote equal opportunity and access for people with disabilities.  The Commission also has major responsibilities under the International Convention on the Rights of Persons with Disabilities.

Website:
 www.humanrights.gov.au
Phone: 
02 9284 9600

Fax: 

02 9284 9611

Email: 

paffairs@humanrights.gov.au
Australian Network on Disability

The Australian Network on Disability (AND) is a not for profit organisation funded by its members to take a leadership role in advancing the equitable inclusion of people with disabilities in all aspects of business. 

Website:
www.and.org.au
Phone:
1300 363 645

Fax:

(02) 9261 3966

Email:

info@and.org.au
Access Audits Australia (including Institute of Access Training Australia)

Access Audits Australia have been operating since 1997 and provide an extensive range of access audits, appraisals, research and evaluation projects, consultations, advisory and training services across Australia.
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