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1. [bookmark: _Toc233218467]Executive Summary
Blind Citizens Australia (BCA) welcomes the opportunity to provide feedback on the development of the Multicultural Plan for the NSW Department of Customer Service (NSW Multicultural Plan). BCA is the peak national representative organisation of people who are blind or vision impaired. As a disability-led organisation, our work is informed by the lived experience of people who are blind or vision impaired from diverse cultural, linguistic, religious and socioeconomic backgrounds.
BCA supports the NSW Government's commitment to building inclusive and accessible services for multicultural communities. However, we are concerned that the consultation framework and proposed approach do not sufficiently recognise the intersectional nature of disadvantage and may overlook the experiences of people who experience multiple and compounding barriers.
As the lead agency for many of the NSW Government's customer-facing, digital, identity and regulatory services, the Department of Customer Service (DCS) has a unique opportunity to demonstrate how multicultural inclusion, disability inclusion and accessibility can be embedded across government service delivery.
People do not experience government services through a single lens. People who are blind or vision impaired from culturally and linguistically diverse communities may encounter multiple and compounding barriers that are not visible when disability, culture, language, age and caring responsibilities are considered separately.
The NSW Multicultural Plan will be most effective if it recognises that barriers are often interconnected rather than experienced in isolation. By embedding intersectionality, accessibility and inclusive consultation practices throughout the Plan, the NSW Government can deliver services that better reflect the diversity of the communities it serves.
2. [bookmark: _Toc233218468]Response to consultation
[bookmark: _Toc233218469]2.1 Recognising intersectionality
BCA recommends that the NSW Multicultural Plan explicitly recognise the intersection of disability with other aspects of identity, including cultural and linguistic diversity, age, religion, gender, socioeconomic status and caring responsibilities.
The consultation materials appear to treat multicultural communities as a relatively homogenous group. In practice, people often experience barriers arising from multiple identities simultaneously. A person who is blind or vision impaired and from a culturally and linguistically diverse background may face inaccessible information, language barriers, digital exclusion, reduced access to support networks and discrimination at the same time.
Similarly, younger people, carers, older people, women and people living in regional areas may experience additional barriers that compound the impact of disability and cultural or linguistic diversity.
The NSW Disability Inclusion Plan 2026–2029 recognises that disability intersects with other aspects of identity, including cultural and linguistic background, age, gender, religion and sexuality, and acknowledges that these intersections can result in "multiple and compounding forms of discrimination". This principle is directly relevant to the development of the NSW Multicultural Plan and should be reflected throughout its objectives, engagement processes and implementation framework.
The United Nations Convention on the Rights of Persons with Disabilities (CRPD) similarly recognises that people with disability may experience multiple and intersecting forms of discrimination. The CRPD emphasises the importance of ensuring policies, programs and consultation processes actively include people whose experiences may otherwise be overlooked because of the interaction of disability with other aspects of identity.
Emerging evidence also demonstrates that disability is rarely experienced through a single characteristic or support need. The Intopia Assistive Technology Survey 2025 found that nearly half of respondents with disability reported having two or more conditions. One of the report's key findings was that governments and service providers should avoid designing services around a single disability profile. This reinforces the need for government services and consultation processes to recognise overlapping identities and cumulative barriers rather than treating demographic characteristics as separate and unrelated categories.
An intersectional approach to multicultural policy development that recognises the diversity of customer experiences and ensures government services are designed to be accessible, inclusive and responsive to people with multiple and intersecting identities is critical. The NSW Multicultural Plan should include mechanisms to identify and address these overlapping barriers rather than considering demographic characteristics in isolation.
[bookmark: _Toc233218470]2.2 Inclusive consultation and youth participation
BCA is concerned that the consultation's participant eligibility criteria may unintentionally exclude important voices, particularly younger people who independently interact with NSW Government services.
Many people under 18 regularly access DCS services, including driver licensing, NSW Photo Cards, Working With Children Checks, tenancy and rental information, consumer protections, digital identity systems, education-related services and government rebates. Some young people also act as carers, advocates or support people for family members with disability and develop significant experience navigating government systems.
Excluding younger people from consultation risks overlooking valuable lived experience and may result in policies that do not fully reflect how services are accessed in practice.
If the purpose of the consultation is to identify and address barriers experienced by diverse communities, it is unclear why age has been used as an exclusion criterion. While there may be administrative reasons for limiting participation to adults, the current approach risks unintentionally privileging some lived experiences over others and overlooking the perspectives of younger people who are independently navigating government systems and services.
BCA recommends that future consultation activities include age-appropriate mechanisms for youth participation and engagement.
[bookmark: _Toc233218471]2.3 Accessible identity and digital credential systems
Identity verification and proof-of-identity requirements underpin access to many NSW Government services and are increasingly delivered through digital channels. For people who are blind or vision impaired, inaccessible or poorly designed identity systems can create significant barriers to independence, privacy and participation.
The DCS has responsibility for a range of identity and credential services, including driver licences, NSW Photo Cards, digital birth certificates and digital identity solutions. These services are particularly important for people who do not drive, including many people who are blind or vision impaired, who rely on alternative forms of identification to access employment, housing, financial services and government programs.
BCA notes that while digital driver licences have been available in NSW for several years, equivalent digital options are not yet available across all forms of government-issued identification. This can create inequitable outcomes for people who are unable to drive and rely on alternative credentials.
As government services become increasingly digital, accessibility must be embedded in the design, development and implementation of identity and credential systems. This includes ensuring that digital credentials are available for a broad range of identity documents, authentication processes are accessible, and customers are not disadvantaged because they cannot access or use visual verification methods.
These issues may be compounded for people from culturally and linguistically diverse backgrounds who may face additional language, information and navigation barriers when interacting with government services.
The NSW Multicultural Plan should recognise that equitable access to identity systems is a prerequisite for accessing many other government services and opportunities.
[bookmark: _Toc233218472]2.4 Accessible and inclusive government services
The DCSis responsible for many services that are critical to everyday participation, including Service NSW, Digital NSW, Revenue NSW, NSW Fair Trading, SafeWork NSW, the NSW Registry of Births, Deaths and Marriages, the NSW Telco Authority and Spatial Services.
For people who are blind or vision impaired, accessibility must be embedded across these services from the outset rather than addressed as an afterthought. Particular attention should be given to:
· Accessible digital identity and verification systems.
· Compliance with recognised accessibility standards and best practice guidance across websites, mobile applications and digital service platforms.
· Accessible emergency information and communications.
· Accessible maps, spatial information and disaster preparedness and response information systems.
· Accessible customer service channels that do not rely solely on visual or digital interactions.
· Information and communications available in accessible (i.e. screen reader compatible, audio, large print, braille), culturally appropriate and multilingual (community language) formats.
· Co-design and user testing involving people with disability from culturally and linguistically diverse communities including people who are blind or vision impaired.
As government services become increasingly digital, accessibility and multicultural inclusion must be considered together to ensure that people are not excluded because of disability, language, culture or a combination of these factors.
[bookmark: _Toc233218473]2.5 Inclusive service access and workforce capability
People who are blind or vision impaired from culturally and linguistically diverse backgrounds may encounter multiple barriers when accessing government services, including language barriers, limited awareness of available supports, low confidence navigating complex systems, and service providers who lack understanding of disability, cultural diversity or the interaction between the two.
The DCS and its agencies should strengthen workforce capability by ensuring staff receive training that addresses disability awareness, accessibility, cultural responsiveness and intersectionality. Staff should understand how multiple aspects of a person's identity can influence their experience of government services and how barriers can accumulate when systems are not designed inclusively.
BCA also recognises the important role community organisations play in building trust, improving engagement and supporting people to navigate government systems. Disability-led organisations, multicultural organisations and community-based services often provide the practical assistance and trusted relationships that enable people to access services, understand their rights and participate fully in the community.
The NSW Multicultural Plan should support partnerships with community organisations that can provide culturally safe support, accessible information, interpretation services, peer support and navigation assistance for people with disability and their families. 
3. [bookmark: _Toc233218474]Recommendations
Recommendation 1: Embed an intersectional approach
Explicitly recognise the intersection of disability, cultural and linguistic diversity, age, gender, religion, socioeconomic status and caring responsibilities, and acknowledge that these intersections can result in multiple and compounding forms of disadvantage.
Recommendation 2: Improve data collection and consultation design
Ensure consultation processes, customer research and service evaluations allow people to identify overlapping characteristics and cumulative barriers rather than treating demographic groups as separate categories.
Future consultation activities should include age-appropriate mechanisms that enable young people to contribute their experiences of using Department of Customer Service services.
Recommendation 3: Deliver accessible identity and credential systems
Commit to universal accessibility across all identity, credential and verification services administered by the Department of Customer Service.
This should include:
· Accessible digital identity and verification systems.
· Equal access to digital credentials for non-driver identification documents, including NSW Photo Cards.
· Accessibility-by-design requirements for future identity products and services.
· Alternatives to visual-only verification and authentication processes.
· User testing and co-design involving people with disability, including people from culturally and linguistically diverse communities and those who are blind or vision impaired.
· Transparent reporting on accessibility outcomes and continuous improvement.
Recommendation 4: Embed accessibility across all DCS agencies and services
Require all DCS agencies and entities to apply accessibility principles and consistently meet recognised accessibility standards across policy development, service delivery, procurement, digital transformation and customer engagement activities.
Recommendation 5: Strengthen workforce capability and community-based support
Improve disability awareness, accessibility, cultural responsiveness and intersectionality training across DCS agencies and funded service providers. 
Ensure frontline staff understand the interaction between disability, cultural and linguistic diversity, age, caring responsibilities and other characteristics that may affect a person's experience of government services. 
Fund and partner with disability-led and multicultural community organisations to build trust and provide culturally safe support, interpretation, and service navigation assistance. 
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