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Cover photo: Melbourne teenager and NDIS participant Eshan may be a great drummer, but when it comes to empowering people with a disability, he wants to be the frontman. Read Eshan’s full story on the NDIS website.
[bookmark: _Toc161994018][bookmark: _Toc122689909][bookmark: _Toc156980167]Introduction
The National Disability Insurance Agency (NDIA) is committed to improving outcomes for people with disability from culturally and linguistically diverse (CALD) backgrounds.
These outcomes include:
increased access to and participation in the National Disability Insurance Scheme (NDIS)
increased utilisation of NDIS plans
improved experience with the NDIS, including its processes, systems and staff.
The new Cultural and Linguistic Diversity Strategy 2024-2028 (the Strategy) and Action Plan were developed through co-design with people with disability from CALD backgrounds including NDIS participants, their families and their carers, peak bodies, disability representative organisations and service providers.
This Action Plan supports the implementation, reporting, monitoring and evaluation of the Strategy.
[bookmark: _Toc157528059]

[bookmark: _Toc161994019]Action Plan
This Action Plan has been developed with the NDIA’s External Advisory Group (EAG). It guides the NDIA on how to achieve the goals of the Strategy across the 6 priority areas.
[bookmark: _Toc160119188][bookmark: _Toc160119189]Priority area 1: Infrastructure
[bookmark: _Toc160119190]Priority area 2: Staff capability
[bookmark: _Toc160119191]Priority area 3: Accessible communications
[bookmark: _Toc160119192]Priority area 4: Markets
[bookmark: _Toc160119193]Priority area 5: Data
Priority area 6: Outreach
The purpose of the Action Plan is to:
guide the NDIA’s implementation of the actions developed during the co-design of the Strategy
provide a clear framework for monitoring, learning and evaluation activities relating to the Strategy
promote accountability and transparency for the NDIA to deliver on the actions in the Strategy.
The Strategy and Action Plan will contribute to the objective of building an inclusive and culturally responsive NDIS in line with the objectives of Australia’s Disability Strategy 2021-2031.
The NDIA will provide regular updates to the EAG, the CALD sector and communities to demonstrate progress. These include:
annual progress reports that outline progress towards the Strategy’s actions and outcomes. These reports will provide updates on the progress measures in the Action Plan and relevant commentary.
mid-year progress updates that provide a high-level overview of progress against each action.
Information on how the Action Plan will be governed, reported on and monitored is provided in the Strategy document.
The Strategy and Action Plan will be supported by a Monitoring, Evaluation and Learning Framework. This is an internal document that provides a detailed approach to NDIA implementation and reporting.
[bookmark: _Toc161994020][bookmark: _Toc157528062]Overview
The Action Plan uses the following terms:
[bookmark: _Toc160119195]Goal
The long-term outcome the NDIA wants to achieve.
[bookmark: _Toc160119196]Action
What the NDIS will do to achieve the goal.
[bookmark: _Toc160119197]Outcome
The result or impact that is expected to happen from the action. The progress measures in the Action Plan use the following timeframes:
Short term: 0-2 years.
Medium term: 3-4 years.
Long term: 5+ years.
[bookmark: _Toc160119198]Progress measure
How the NDIA will measure success and progress. There are 3 types of progress measures.
1. Quality measures: for example, feedback on participant experience.
2. Performance measures: for example, increased number of CALD participants.
3. Milestone activities: for example, publication of guidelines.
As the Strategy is implemented, progress measures will be refined and updated. These changes will reflect new insights to better track and communicate progress. Progress measures should be relevant and meaningful to CALD communities and participants.
Benchmarks (or baselines) for progress measures will be published in the first annual progress report. Ongoing reporting will then occur with reference to these benchmarks.
Where data for progress measures is collected, this will be established over the first year of the Strategy’s implementation.

[bookmark: _Toc161994021]1. Infrastructure
Goal 1
The NDIA uses co-designed and agreed definitions of ‘cultural safety’ and ‘culturally appropriate and responsive service’.
[bookmark: _Toc160119200]Action 1
Work with CALD disability communities, partners, providers and the NDIS Commission to define ‘cultural safety’ and ‘culturally appropriate and responsive service’.
[bookmark: _Toc160119201]Short term
[bookmark: _Toc160119202]Outcome
A definition of ‘cultural safety’ and of ‘culturally appropriate and responsive service’ is agreed with CALD disability communities, partners and providers.
[bookmark: _Toc160119203]Progress measure
Definitions of ‘cultural safety’ and ‘culturally appropriate and responsive service’ have been endorsed by the sector.
[bookmark: _Toc160119204]Medium term
[bookmark: _Toc160119205]Outcomes
NDIS guidelines, procedures and services reflect culturally safe, appropriate and responsive approaches.
NDIS staff and partners have an increased understanding of ‘cultural safety’ and ‘culturally appropriate and responsive service’.
[bookmark: _Toc160119206]Progress measure
Number of improvements made to NDIS guidelines, procedures and services to incorporate ‘cultural safety’ and ‘culturally appropriate and responsive service’.


[bookmark: _Toc160119207]Goal 2
NDIS policies, procedures and systems enable equitable access to the NDIS and use of plans for people with disability from CALD backgrounds.
[bookmark: _Toc160119208]Action 2
Review and update NDIS Operational Guidelines to make sure they are inclusive, are culturally safe and recognise the cultural and language needs of participants (based on outcomes of Action 1).
[bookmark: _Toc160119209]Short term
[bookmark: _Toc160119210]Outcome
NDIS Operational Guidelines are reviewed and updated to ensure they are inclusive, are culturally safe and recognise the cultural needs of participants.
[bookmark: _Toc160119211]Progress measure
Number and percentage of guidelines identified, reviewed, and updated to recognise the cultural and language needs of participants.
[bookmark: _Toc160119212]Medium term
[bookmark: _Toc160119213]Outcome
NDIS Operational Guidelines are inclusive, are culturally safe and recognise the cultural needs of participants.
[bookmark: _Toc160119214]Progress measure
Number and percentage of guidelines that are inclusive, are culturally safe and recognise the cultural needs of participants.
[bookmark: _Toc160119215]Action 3
Develop and provide guidance to planners to improve their understanding of the supports needed by CALD participants. This should include:
support for CALD participants with plan implementation if language or culture is identified as a barrier
availability of in-language resources for CALD participants
funding for greater social and community participation for CALD participants
increased use of communication methods that are culturally and linguistically accessible.
[bookmark: _Toc160119216]Short term
[bookmark: _Toc160119217]Outcome
Planners have knowledge of and access to resources and guidance to improve their understanding of the supports required by CALD participants.
[bookmark: _Toc160119218]Progress measures
Appropriate resources and guidance for planners have been developed and published.
Planners demonstrate increased understanding of how to access and use the resources and guidance.
[bookmark: _Toc160119219]Medium term
[bookmark: _Toc160119220]Outcomes
CALD participants accessing language resources (including at the pre-access stage, before planning meetings and in-language participant plans).
	CALD participants access support with plan implementation when language is identified as a barrier (including support coordination).
CALD participants access increased funding for social and community participation.
Communication content and channels are culturally and linguistically accessible.
[bookmark: _Toc160119221]Progress measures
	Number and percentage of CALD participants:
· Who access in-language information during their NDIS journey (including before planning meetings, after planning meetings and in-language NDIS plans).
· With identified language barriers (including non-spoken) who access support with plan implementation, including support coordination.
· With funding for social and community participation, and number of funded hours.
· Who report a positive experience with how planners communicate and engage (whether it is culturally and linguistically accessible).
	Increased plan utilisation for CALD participants.
[bookmark: _Toc160119222]Action 4
Develop and publish guidance that helps NDIS staff and partners better support refugees and newly arrived migrants through the NDIS application process in a culturally appropriate and timely way.
[bookmark: _Toc160119223]Short term
[bookmark: _Toc160119224]Outcome
NDIS staff and partners have increased access to guidance that enables them to better support refugees and newly arrived migrants through the NDIS application process in a culturally appropriate and timely way.
[bookmark: _Toc160119225]Progress measure
Appropriate guidance for NDIS staff and partners is developed and published.
[bookmark: _Toc160119226]Medium term
[bookmark: _Toc160119227]Outcomes
Refugees and newly arrived migrants have an increased understanding of, and ability to access the NDIS.
Relevant government agencies have increased understanding of how to support refugees and newly arrived migrants to access the NDIS.
[bookmark: _Toc160119228]Progress measure
Number and percentage of refugees and newly arrived migrants:
· who apply for the NDIS
· who meet access to the NDIS
· who report a positive experience with the NDIS application process
[bookmark: _Toc160119229][bookmark: _Toc157528074]

Action 5
Work with government agencies to better support refugees and newly arrived migrants to access the NDIS. This may include using information from health assessments and supporting documents completed before arrival to help identify people with disability more effectively.
[bookmark: _Toc160119230]Short term
[bookmark: _Toc160119231]Outcomes
Relevant government agencies and stakeholders work together to improve NDIS access for refugees and newly arrived migrants.
There is an updated approach that improves access to the NDIS for refugees and newly arrived migrants.
[bookmark: _Toc160119232]Progress measure
An engagement plan that includes activities with relevant government agencies and other stakeholders is completed and underway.
[bookmark: _Toc160119233]Medium term
[bookmark: _Toc160119234]Outcomes
Refugees and newly arrived migrants have assessments completed
pre-arrival and supporting documents recognised when applying to access the NDIS.
Relevant government agencies have increased understanding of how to support refugees and newly arrived migrants to access the NDIS.
[bookmark: _Toc160119235]Progress measure
Number and percentage of refugees and newly arrived migrants who apply for and successfully access the NDIS.


[bookmark: _Toc160119236]Goal 3
NDIS communication processes with CALD communities and participants are culturally appropriate, are effective and transparent, and promote trust.
[bookmark: _Toc160119237]Action 6
Work with the NDIS Commission to develop and implement processes and guidelines. These will help people with disability from CALD backgrounds provide feedback and appeal NDIS decisions in culturally safe and accessible ways.
[bookmark: _Toc160119238]Short term
[bookmark: _Toc160119239]Outcome
High quality research informs the development of guidance on appropriate feedback mechanisms and processes for appeal of decisions for people with disability from CALD backgrounds.
[bookmark: _Toc160119240]Progress measure
Appropriate feedback and appeal processes for people with disability from CALD backgrounds are identified, developed and implemented.
[bookmark: _Toc160119241]Medium term
[bookmark: _Toc160119242]Outcome
Feedback processes are culturally safe and accessible for people with disability from CALD backgrounds.
[bookmark: _Toc160119243]Progress measure
People with disability from CALD backgrounds report improved experience with the process for feedback and appeals that relate to cultural safety and accessibility.


[bookmark: _Toc161994022]2. Staff capability
[bookmark: _Toc160119267]Goal 4
NDIS staff and partners understand and respond to the cultural and language needs of participants and how these needs may affect their disability supports.
[bookmark: _Toc160119268]Action 7
Work with CALD communities, government agencies (including the NDIS Commission) and non-government organisations to deliver an ongoing education program to NDIS staff and partners. The program will work to improve cultural and language awareness (including d/Deaf, Deafblind, and hard of hearing), and ability to provide safe, effective, meaningful and appropriate interactions with people from CALD backgrounds.
[bookmark: _Toc160119269]Short term
[bookmark: _Toc160119270]Outcome
Relevant CALD communities, the NDIS Commission, government agencies and
non-government organisations work together and develop an ongoing education program.
[bookmark: _Toc160119271]Progress measures
	Relevant communities and other stakeholders are identified, listed and engaged.
	An education program is developed and delivered to NDIS staff and partners.
[bookmark: _Toc160119272]Medium term
[bookmark: _Toc160119273]Outcome
Number and percentage of NDIS staff reporting improved cultural and language awareness, understanding and ability to interact in a culturally safe, effective and appropriate way.
[bookmark: _Toc160119274]

Progress measures
Number and percentage of NDIS staff and partners that:
· have completed the education program
· report increased cultural and language awareness, understanding and ability to interact in a culturally safe, effective, meaningful and appropriate way.
CALD participants report experiencing increased cultural and language awareness in interactions with NDIS staff.
[bookmark: _Toc160119275]Action 8
Support employment opportunities for people from CALD backgrounds (including those with disability) at the NDIA to improve representation at all levels.
[bookmark: _Toc160119276]Short term
[bookmark: _Toc160119277]Outcome
Employment opportunities (including progression) for CALD staff are identified and explored.
[bookmark: _Toc160119278]Progress measure
Development and implementation of an employment plan for CALD staff.
[bookmark: _Toc160119279]Medium term
[bookmark: _Toc160119280]Outcome
The NDIA reflects the diversity of the community through an increase in the number and percentage of staff from CALD backgrounds.
[bookmark: _Toc160119281]Progress measure
Increased number and percentage of staff from CALD backgrounds employed at the NDIA (including those with disability), by level and CALD background.


[bookmark: _Toc160119282]Goal 5
NDIS staff and partners use cultural safety and trauma-informed practice in all engagements.
[bookmark: _Toc160119283]Action 9
Work with CALD communities, government agencies (including the NDIS Commission) and non-government organisations to build education and training on cultural safety, anti-racism and trauma-informed practice into the NDIA’s training packages.
[bookmark: _Toc160119284]Short term
[bookmark: _Toc160119285]Outcome
CALD communities and government agencies work together and deliver training on cultural safety, anti-racism and trauma-informed practice.
[bookmark: _Toc160119286]Progress measure
Development and implementation of relevant training programs for NDIS staff and partners.
[bookmark: _Toc160119287]Medium term
[bookmark: _Toc160119288]Outcome
NDIS staff and partners have greater knowledge of cultural competency around
anti-racism and trauma-informed practice in CALD settings.
[bookmark: _Toc160119289]Progress measures
Participation and frequency of participation in training by NDIS staff and partners (by position).
NDIS staff and partners report increased knowledge, awareness, and understanding of CALD communities’ cultural and language needs.
CALD participants report experiencing increased cultural and language awareness in interactions with NDIS staff and partners.
[bookmark: _Toc160119290]

Action 10
Develop and deliver training and resources to NDIS staff and partners on the use of interpreters and other language supports to improve the experience of people with disability from CALD backgrounds when interacting with the NDIS.
[bookmark: _Toc160119291]Short term
[bookmark: _Toc160119292]Outcome
NDIS staff and partners improve their capacity to effectively engage with interpreters and other language supports, including increased awareness of how to access and improved experience with these supports.
[bookmark: _Toc160119293]Progress measure
Development and implementation of relevant training programs and resources.
[bookmark: _Toc160119294]Medium term
[bookmark: _Toc160119295]Outcome
NDIS staff, partners and interpreters communicate more effectively with each other and with participants.
[bookmark: _Toc160119296]Progress measures
Number and percentage of NDIS staff and partners who complete interpreter education programs and access relevant resources.
Number and percentage of CALD participants who access interpreting services (by language, meeting type (for example, planning) and method (for example, onsite).
CALD participants report an improved experience with accessing and using interpreting services (by CALD community).
[bookmark: _Toc160119297]Action 11
Develop a CALD inclusion plan and program that continues to develop and progress a culturally safe and inclusive workplace for NDIS staff.
[bookmark: _Toc160119298]

Short term
[bookmark: _Toc160119299]Outcome
A CALD inclusion plan and program is developed through meaningful consultation and robust research.
[bookmark: _Toc160119300]Progress measure
Development and implementation of a CALD inclusion plan and program.
[bookmark: _Toc160119301]Medium term
[bookmark: _Toc160119302]Outcome
The NDIA is a culturally safe and inclusive workplace.
[bookmark: _Toc160119303]Progress measure
Increased retention rates and career progression opportunities for NDIS staff from CALD backgrounds.
Action 12
Establish a community of practice which shares learnings to help staff improve their skills so they can better support the d/Deaf, Deafblind and hard of hearing communities. This team will include NDIS staff and partners who are skilled in using Auslan. It will promote accessibility through guidelines, processes and support for engagement opportunities.
[bookmark: _Toc160119305]Short term
[bookmark: _Toc160119306]Outcome
Cultural capabilities of NDIS staff and partners are strengthened creating culturally appropriate and safe engagement with the d/Deaf, Deafblind and hard of hearing communities.
[bookmark: _Toc160119307]Progress measures
Establishment of a community of practice.
Number and percentage of NDIS staff and partners who have completed capability-building initiatives on cultural capabilities related to the d/Deaf, Deafblind, and hard of hearing communities.
Feedback from d/Deaf, Deafblind, and hard of hearing communities on the appropriateness of NDIS staff and partner interactions, accessibility of resources and use of the NDIS.
[bookmark: _Toc160119308]Medium term
[bookmark: _Toc160119309]Outcome
NDIS staff and partners have improved capability to appropriately engage with d/Deaf, Deafblind, and hard of hearing communities.
[bookmark: _Toc160119310]Progress measures
Number and percentage of capability building initiatives completed on cultural capabilities related to the d/Deaf, Deafblind, and hard of hearing communities.
Feedback from d/Deaf, Deafblind, and hard of hearing communities on the appropriateness of NDIS staff and partner interactions, accessibility of resources and use of the NDIS.

[bookmark: _Toc161994023]3. Accessible communications
[bookmark: _Toc160119312]Goal 6
Effective communication channels for CALD communities and participants are identified and used by the NDIS.
[bookmark: _Toc160119313]Action 13
Work with CALD communities, the NDIS Commission and the sector to develop and implement guidelines about how to effectively communicate and engage with people with disability from CALD backgrounds. This includes information in-language, and through different channels, such as video, audio and print.
[bookmark: _Toc160119314]Short term
[bookmark: _Toc160119315]Outcome
Guidelines are developed and include best practice approaches to communication and engagement with CALD communities and participants.
[bookmark: _Toc160119316]Progress measure
Best practice guidelines are developed and implemented.
[bookmark: _Toc160119317]Medium term
[bookmark: _Toc160119318]Outcome
The NDIS has increased engagement with CALD communities and participants.
[bookmark: _Toc160119319]Progress measure
Feedback from CALD participants, providers and the sector on the effectiveness of updates, communication and channels used.
[bookmark: _Toc160119320]Action 14
Review and update the NDIS website, myplace portal, My NDIS application, Provider finder tool, myplace provider portal and National Contact Centre to improve accessibility and navigation for CALD communities and participants. This includes using information in-language and accessing help when in-language information is not available.
[bookmark: _Toc160119321]Short term
[bookmark: _Toc160119322]Outcome
The NDIS website, myplace portal, My NDIS application, Provider finder tool, myplace provider portal and National Contact Centre have improved accessibility and navigation for CALD communities and participants.
[bookmark: _Toc160119323]Progress measure
Completion of identified updates to the NDIS website, myplace portal, My NDIS application, Provider finder tool, myplace provider portal and National Contact Centre.
[bookmark: _Toc160119324]Medium term
[bookmark: _Toc160119325]Outcome
CALD participants and communities have improved access to and use of the NDIS website, myplace portal, My NDIS application, Provider finder tool, myplace provider portal and National Contact Centre.
[bookmark: _Toc160119326]Progress measure
Increased use of the NDIS website, myplace portal, My NDIS application, Provider finder tool, myplace provider portal and National Contact Centre by CALD communities.
[bookmark: _Toc160119327]Action 15
Work with CALD communities, the NDIS Commission and the sector to develop, publish and implement language guidelines. The guidelines should outline which languages information about the NDIS should be translated into, as to meet the needs of CALD communities and participants.
[bookmark: _Toc160119328]Short term
[bookmark: _Toc160119329]Outcome
CALD applicants and participants are able to review and understand NDIS information in-language.
[bookmark: _Toc160119330]Progress measures
Appropriate language translation guidelines are developed, published and implemented.
Number and percentage of documents and other communications appropriately translated into languages identified in guidelines.
[bookmark: _Toc160119331]Medium term
[bookmark: _Toc160119332]Outcome
CALD participants and applicants have a greater understanding of the NDIS through information available in appropriate languages.
[bookmark: _Toc160119333]Progress measure
Participants and applicants from CALD backgrounds report increased ability to access information about the NDIS in their preferred language.


[bookmark: _Toc160119334]Goal 7
CALD communities and providers are made aware of, and can access interpreting services, and have improved experience with these services.
[bookmark: _Toc160119335]Action 16
Develop and publish clear definitions of NDIS-specific terms in-language to support CALD participants, providers and Translating and Interpreting Services (TIS) to better understand and communicate NDIS specific-terms.
[bookmark: _Toc160119336]Short term
[bookmark: _Toc160119337]Outcome
NDIS-specific terms are translated in-language, and this helps CALD participants, providers and the TIS to better understand and communicate NDIS specific-terms.
[bookmark: _Toc160119338]Progress measure
Increase in NDIS and disability-specific resources accessed by TIS interpreters.
[bookmark: _Toc160119339]Medium term
[bookmark: _Toc160119340]Outcome
TIS interpreters have increased understanding of and can communicate about
NDIS-specific terms in different languages and cultural settings.
[bookmark: _Toc160119341]Progress measure
Number and percentage of NDIS and disability-specific training completed and resources accessed by TIS interpreters.
[bookmark: _Toc160119342]Action 17
Develop and communicate accessible information to CALD communities, CALD participants and providers about how to access and use TIS and alternative interpreters when TIS interpreters are unavailable.
[bookmark: _Toc160119343]Short term
[bookmark: _Toc160119344]Outcome
CALD communities, participants and providers have access to appropriate information about how to access and use TIS and alternative interpreters when TIS interpreters are unavailable.
[bookmark: _Toc160119345]Progress measure
Development and implementation of information about how to access and use TIS and how to access alternative interpreters when TIS interpreters are unavailable.
[bookmark: _Toc160119346]Medium term
[bookmark: _Toc160119347]Outcome
CALD participants, NDIS staff, partners and providers access (and appropriately use) interpreting services.
[bookmark: _Toc160119348]Progress measures
Increased use of interpreting services by CALD participants, NDIS staff, partners and providers.
Improved experience of CALD participants, NDIS staff, partners and providers with accessing interpreting services.
[bookmark: _Toc160119349]Action 18
Review and update processes for NDIS meetings with interpreters (including Auslan) to improve communication approaches, including options for longer meetings, required or preferred interpreters with the skills, knowledge and experience needed, and in-person interpreting services.
[bookmark: _Toc160119350]Short term
[bookmark: _Toc160119351]Outcome
NDIS staff and partners have access to and understanding of updated processes for planning meetings with interpreters to improve communication with CALD participants.
[bookmark: _Toc160119352]Progress measures
Processes for NDIS meetings with interpreters are reviewed and updated to improve effective communication.
Number and percentage of interpreters booked for NDIS meetings, including the number and percentage of extended meetings (when using interpreters), meetings where required or preferred interpreters are used and meetings
in-person.
[bookmark: _Toc160119353]Medium term
[bookmark: _Toc160119354]Outcome
Planning and plan review meetings that involve interpreters (including Auslan interpreters) appropriately capture the needs and preferences of CALD participants.
[bookmark: _Toc160119355]Progress measures
CALD participants report improved experiences with interpreting services in NDIS meetings.
Number and percentage of interpreters booked for NDIS meetings, including the number and percentage of extended meetings (when using interpreters), meetings where required or preferred interpreters are used and meetings in-person.

[bookmark: _Toc161994024]4. Markets
[bookmark: _Toc160119357]Goal 8
Information about using the NDIS and accessing culturally safe and appropriate services is effectively communicated to CALD communities and participants.
[bookmark: _Toc160119358]Action 19
Work with the NDIS Commission to develop and share information with NDIS providers. Engage with providers to increase their understanding of their local community. Explain the expectation for them to deliver culturally safe and appropriate supports and services to CALD communities.
[bookmark: _Toc160119359]Short term
[bookmark: _Toc160119360]Outcome
Focused market information enables NDIS providers to increase their understanding about how to deliver culturally safe and appropriate supports and services to CALD communities.
[bookmark: _Toc160119361]Progress measure
Information sharing and engagement activities with NDIS providers are developed and implemented to improve cultural safety and service.
[bookmark: _Toc160119362]Medium term
[bookmark: _Toc160119363]Outcome
Service providers have increased understanding of, and ability to deliver, culturally safe and appropriate supports and services for CALD communities.
[bookmark: _Toc160119364]Progress measure
Feedback from service providers on the effectiveness of information and engagement to increase their understanding of culturally safe and appropriate supports.
[bookmark: _Toc160119365]Action 20
Work with the NDIS Commission to develop a marketing campaign and ongoing communication to raise awareness about choice and control. This includes how CALD participants can choose providers, change providers, build safeguards and make complaints.
[bookmark: _Toc160119366]Short term
[bookmark: _Toc160119367]Outcome
An appropriate marketing campaign raises awareness of choice and control and increases the capacity of CALD participants when selecting NDIS providers, including guidance on switching providers, safeguarding, and making complaints.
[bookmark: _Toc160119368]Progress measure
Development and implementation of an appropriate marketing campaign.
[bookmark: _Toc160119369]Medium term
[bookmark: _Toc160119370]Outcome
CALD participants have improved awareness of their right to choice and control and improved capacity when assessing NDIS providers.
[bookmark: _Toc160119371]Progress measure
CALD participants report increased understanding of their rights, how to change providers, risks of potential exploitation and how to make complaints.
[bookmark: _Toc160119372]Action 21
Engage with the NDIS Commission to develop minimum practice standards that providers are required to follow, as well as quality measures that outline what culturally appropriate services look like. The practice standards and quality measures are then clearly communicated to CALD participants and providers.
[bookmark: _Toc160119373]

Short term
[bookmark: _Toc160119374]Outcome
The practice standards and quality measures engage providers to offer culturally sensitive, trauma-informed and safe services.
[bookmark: _Toc160119375]Progress measure
Development, implementation and communication of practice standards and quality measures to providers and CALD participants.
[bookmark: _Toc160119376]Medium term
[bookmark: _Toc160119377]Outcome
Providers have the capability to deliver culturally sensitive, trauma-informed and safe services.
[bookmark: _Toc160119378]Progress measures
Number and percentage of service providers who align to practice standards and quality measures.
Feedback from service providers and CALD participants on the effectiveness of practice standards and quality measures.
Effectiveness of communication strategies used to promote practice standards and quality measures for service providers to CALD participants.


[bookmark: _Toc160119379]Goal 9
There are more NDIS providers offering quality services that are culturally appropriate, responsive and safe.
[bookmark: _Toc160119380]Action 22
Identify the challenges and barriers CALD community organisations face in delivering disability supports (including support coordination and direct care). Work with government agencies and the sector to address these barriers.
[bookmark: _Toc160119381]Short term
[bookmark: _Toc160119382]Outcome
CALD community organisations have greater opportunity and support to deliver disability supports (including support coordination and direct care).
[bookmark: _Toc160119383]Progress measure
Identification and communication of barriers impacting CALD community organisations’ delivery of disability supports.
[bookmark: _Toc160119384]Medium term
[bookmark: _Toc160119385]Outcome
CALD community organisations have the capacity and capability to enter the NDIS market to deliver disability supports.
[bookmark: _Toc160119386]Progress measure
Actions taken (and the effectiveness of these actions) to reduce identified barriers impacting CALD community organisations’ ability to provide disability supports.
[bookmark: _Toc160119387]Action 23
Work with government agencies and other stakeholders on how to increase the number of interpreters certified by the National Accreditation Authority for Translators and Interpreters (NAATI) who understand the NDIS and disability rights.
[bookmark: _Toc160119388]Short term
[bookmark: _Toc160119389]Outcome
Government agencies and other relevant stakeholders collaborate on and advocate for initiatives to increase the number of quality interpreters who understand the NDIS and disability rights.
[bookmark: _Toc160119390]Progress measure
Number and percentage of relevant engagement activities developed and completed with government agencies and stakeholders.
[bookmark: _Toc160119391]Medium term
[bookmark: _Toc160119392]Outcomes
Increased availability of quality interpreters who support CALD participants and their engagement with the NDIS.
Increased understanding of the NDIS and disability rights among new and existing interpreters.
[bookmark: _Toc160119393]Progress measures
Number and percentage of appropriate initiatives collaborated on or advocated for (current and planned).
Number and percentage of NAATI certified interpreters available to support CALD participants in their engagement with the NDIS (by language).


[bookmark: _Toc161994025]5. Data
[bookmark: _Toc160119395]Goal 10
The NDIA uses a co-designed and agreed definition of ‘CALD’ that supports the collection of accurate and useful data.
[bookmark: _Toc160119396]Action 24
Work with CALD communities and government agencies to develop and publish a more inclusive definition of CALD that recognises cultural and linguistic intersections. Update NDIA data collection methods to align with this definition.
[bookmark: _Toc160119397]Short term
[bookmark: _Toc160119398]Outcome
A more inclusive definition of CALD that better recognises cultural and linguistic intersections is used by the NDIA.
[bookmark: _Toc160119399]Progress measures
Development and publication of a new definition of CALD.
Feedback from CALD communities and the sector on the inclusiveness and effectiveness of the new definition of CALD.
[bookmark: _Toc160119400]Medium term
[bookmark: _Toc160119401]Outcome
CALD communities and participants are able to connect and identify with a more inclusive definition of CALD used by the NDIA.
[bookmark: _Toc160119402]Progress measure
Increased accuracy and quality of data collection and insights for CALD participants through use of a new definition of CALD.


[bookmark: _Toc160119403]Goal 11
Data and evidence-based decision making are used by the NDIA and stakeholders to improve services, experiences and outcomes for CALD participants.
[bookmark: _Toc160119404]Action 25
Research, identify and publish new data on participants from CALD backgrounds to enable better evidence-based decision making by NDIS staff, partners and the sector.
[bookmark: _Toc160119405]Short term
[bookmark: _Toc160119406]Outcome
An updated data system allows for appropriate data collection and insights from CALD participants.
[bookmark: _Toc160119407]Progress measure
Development of an updated data system to collect relevant and appropriate data regarding CALD participants.
[bookmark: _Toc160119408]Medium term
[bookmark: _Toc160119409]Outcome
New data and insights from participants from CALD backgrounds helps with evidence-based decision making by NDIS staff, partners and the sector.
[bookmark: _Toc160119410]Progress measures
Feedback from NDIS staff, partners and the sector on their use and experience of published CALD participant data for evidence-based decision making.
Increased quality and relevance of collected and published data on CALD participants.


[bookmark: _Toc161994026]6. Outreach
[bookmark: _Toc160119412]Goal 12
There is greater awareness and understanding of the NDIS and disability in CALD communities. This includes NDIS eligibility, the application process and the potential stigma around disability as a barrier to accessing the NDIS.
[bookmark: _Toc160119413]Action 26
Work with the NDIS Commission and CALD community to develop a strategy to raise awareness about the NDIS and disability rights in targeted CALD communities and address potential stigma around disability. It should use many different engagement channels, with information available in-language.
[bookmark: _Toc160119414]Short term
[bookmark: _Toc160119415]Outcome
An effective engagement strategy raises awareness of the NDIS and disability rights and reduces potential stigma around disability.
[bookmark: _Toc160119416]Progress measure
Development and delivery of an engagement strategy, including culturally appropriate communication materials.
[bookmark: _Toc160119417]Medium term
[bookmark: _Toc160119418]Outcome
Targeted CALD communities have a greater understanding of the NDIS and disability rights.
[bookmark: _Toc160119419]Progress measures
Increased access and participation of targeted CALD communities in the NDIS.
Increased awareness and understanding of the NDIS, eligibility criteria, the application process, accessing support, and misconceptions of disability in targeted CALD communities.
Feedback from CALD communities, stakeholders and experts on their experience of the communication strategy, specifically around cultural sensitivity.
[bookmark: _Toc160119420]Action 27
Identify, develop and support activities from community organisations that promote awareness of the NDIS (including eligibility) and reduce stigma around disability in targeted CALD communities. Develop clear communication to the sector to promote these activities and provide guidance on how NDIS staff and partners could be involved and supportive.
[bookmark: _Toc160119421]Short term
[bookmark: _Toc160119422]Outcome
The NDIS is involved in and supports initiatives delivered by community organisations that promote awareness of the NDIS (including eligibility) and reduce stigma around disability in CALD communities.
[bookmark: _Toc160119423]Progress measures
Development of guidelines to identify and support appropriate initiatives.
Number and percentage of appropriate initiatives identified and supported.
[bookmark: _Toc160119424]Medium term
[bookmark: _Toc160119425]Outcome
There is less stigma around disability impacting access and participation in the NDIS.
[bookmark: _Toc160119426]Progress measures
Number of CALD communities engaged through initiatives by the disability community, community organisations, NDIS partners and government agencies (with NDIA support).
Increased access and participation of targeted CALD communities in the NDIS.
CALD communities report increased awareness and understanding of the NDIS and disability.
[bookmark: _Toc160119427]Action 28
Work with organisations and peak bodies to build the skills of mainstream services (including health professionals such as general practitioners, allied health professionals and specialists). Focusing on how to support people with disability from CALD backgrounds to access and use the NDIS.
[bookmark: _Toc160119428]Short term
[bookmark: _Toc160119429]Outcome
Relevant capacity-building activities are identified and explored in collaboration with organisations and peak bodies to better support people with disability from CALD backgrounds to access and use the NDIS.
[bookmark: _Toc160119430]Progress measure
Number of relevant capacity-building initiatives identified and supported.
[bookmark: _Toc160119431]Medium term
[bookmark: _Toc160119432]Outcome
Mainstream supports (such as general practitioners, allied health professionals and specialists) have an increased understanding of and ability to support people with disability from CALD backgrounds to access and use the NDIS.
[bookmark: _Toc160119433]Progress measures
Number and percentage of capacity-building activities (including training) delivered to mainstream supports.
CALD communities’ experience when receiving advice and support (where appropriate) from mainstream supports on access to and use of the NDIS.
Feedback from mainstream supports on their experience of working on capacity-building initiatives, and their understanding of how CALD participants can access and use the NDIS.
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National Disability Insurance Agency
Telephone: 1800 800 110
Webchat: ndis.gov.au
Follow us on our social channels
· Facebook
· Instagram
· YouTube
· LinkedIn


For people who need help with English
· TIS: 131 450
For people who are deaf or hard of hearing
· TTY: 1800 555 677
· Voice relay: 1800 555 727
· National Relay Service: accesshub.gov.au
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