Background

Carers represent a significant proportion of the Australian population, and their contribution to
society and the economy is considerable. According to the Australian Bureau of Statistics
2018 Survey of Disability, Ageing and Carers (SDAC), there are approximately 2.65 million
carers in Australia.1 Carers NSW would like to commend the AHRC on identifying the role of
technology in sustaining the rights of carers and their care recipients, and acknowledging the
specific barriers that carers and care recipients may face when accessing technology.
Carers NSW supports the development and implementation of a National Strategy on New
and Emerging Technologies to promote and protect the human rights of carers and other
Australians. Carers NSW also supports the development of a new Digital Communication
Technology Standard and the addition of technology as a priority for the National Disability
Strategy. Carers NSW strongly advocates that carers and their care recipients should be
consulted in the development of proposed strategies and standards in alignment with the
Carer Recognition Act 2010 (Cwth)2.
Ensuring adequate support to access digital service systems

The 2018 Survey of Disability, Ageing and Carers (SDAC) found that 15% of primary carers
in Australia, or approximately 120,000 primary carers in total reported that they had not used
the internet in the last 3 months.3 Of those primary carers, the most common reasons for not
accessing the internet were that they have no need/no interest (74%), lack
confidence/knowledge in accessing the internet (27%), can rely on friends/family to use the
internet for them (13%) and no access to a computer or mobile technology (13%).4
As highlighted by the Discussion Paper,5 carers are over-represented in groups with low rates
of digital inclusion and as such may face significant barriers to accessing digital service
systems. While many carers are highly digitally literate, the increasing digitalisation of services
is likely to result in some carers being excluded from government or subsidised private
services and supports, which may jeopardise the long term sustainability of caring
arrangements.
The recent and sudden closures of a number of regional Services Australia (previously
Department of Human Services) offices in NSW and Victoria,6 to be replaced by scaled down
access points with a part time staff member, has raised significant concerns for Carers NSW.
While there is an increasing uptake in digital government services (i.e. Centrelink and
Medicare), many carers will continue to have limited access to digital services due to
geographic isolation which limits connectivity, affordability and low digital literacy. Failure to
provide adequate face-to-face support to assist carers to access and navigate digital
government service systems is likely to have detrimental impacts on the financial security,
housing security, health and wellbeing of carers and their care recipients.
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Carers NSW believes that Proposal 20(b) should be extended to ensure that beyond
increasing easy read communication and human supports, there be a legislative requirement
for Governments to provide in person supports where services have been digitised. This
support will ensure that carers have more equitable access to Government services while
assisting them to continue to build their digital capacity.
Enabling independence through technology
Procurement

Carers NSW supports the notion that all levels of government should commit to using digital
technology that complies with recognised accessibility standards. However, Carers NSW
believes that under Proposal 20(a) Governments should adopt an accessible procurement
policy which requires the procurement of goods, services and facilities that use digital
technology in a way that meets recognised standards.
Standards are legally binding regulations, as such, the government should not procure any
goods, services or facilities that do not meet these standards, as this may result in the
exclusion of carers and their care recipients from vital services and supports. Any technology
that is acquired should be accessible to all users, including being able to utilise the full
functionality and complete all necessary tasks. Where care recipients are unable to access
acquired technology, additional strain may be placed on carers to assist care recipients or
complete tasks on their behalf.
Increasing industry compliance with accessibility standards

As highlighted in the Discussion Paper,7 removing accessibility barriers to technology is likely
to have a positive impact on carer health and wellbeing. Beyond the promotion of compliance
with WCAG 2.1 in Proposal 21, Carers NSW believes that the Government should audit
industry with requirements for the private sector to meet prescribed standards. To compliment
this, the Government should work with Standards Australia as noted in Proposal 23 to develop
and provide support to industry in the form of training, advice and guidance to enable them to
meet prescribed accessibility standards.
Ensuring the affordability of assistive technology

Carers have reported to Carers NSW that difficulty accessing Assistive Technology (AT) as
the result of delays and service gaps can lead to serious consequences for care recipients,
their families and carers. When a person who is ageing or frail, living with disability, or has
limited mobility or communication is not able to access appropriate AT in a timely manner,
many carers are either forced to self-fund – which may not be possible or sustainable – or to
fill the gap themselves, such as by lifting the person, which may place them at risk of injury. In
some cases, the lack of appropriate equipment is also detrimental to a care recipient’s health
or access to the community.
To ensure that care recipients can access the available and necessary assistive technology
or modifications for optimal independence, Carers NSW believes that a full review of
equipment schemes and subsidies (e.g. My Aged Care, National Disability Insurance Scheme,
EnableNSW) is required. Carers NSW recommends that Proposal 25 be extended to require
the Council of Australian Governments to review equipment funding schemes across federal
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and state governments to identify service gaps and ensure timely, consistent access to AT for
all care recipients, their families and carers.
Safeguarding carers in automated decision making

Many carers have recently been adversely affected by Centrelink’s Compliance Program
(Robodebt), as highlighted in prior Carers NSW submissions.8 The automated decision making
algorithm employed by the program resulted in the miscalculation of debts for a number of
people receiving or formerly receiving Commonwealth income support payments. The
National Disability Insurance Scheme and Government Services Minister, Stuart Robert, has
disclosed an error rate of at least one in five overpayment calculations.9 With decision making
becoming increasingly automated, Carers NSW believes that there must be additional
safeguards in place to protect those who are most vulnerable, including carers and their care
recipients.
Carers NSW supports the introduction of an external independent body, such as the
suggested AI Safety Commission, for the review, approval, monitoring and auditing of
automated decision making by governments. Carers NSW believes that the AI Safety
Commission should also provide information and referrals to individuals, including carers and
care recipients, to enable them to understand automated decision making outcomes and to
assist them to access the appropriate advocacy or legal services to challenge automated
decisions.
Furthermore, Carers NSW believes that where an automated decision making process has
occurred, the onus should be placed on the decision making body to review and investigate
the accuracy and appropriateness of decisions before they are applied. Where the onus is
placed on the person the decision is made against, carers may be disadvantaged, feeling
unable to challenge decisions due to time constraints, financial constraints or a lack of
adequate information or education.
Conclusion

Carers NSW commends the Australian Human Rights Commission’s work to ensure the
protection and promotion of human rights in the use of technology. The Human Rights and
Technology: Discussion Paper presents a valuable opportunity for significant and meaningful
change in the context of new and emerging technology, and allows for key stakeholders to
highlight their issues and concerns. Carers NSW thanks the Commission for the opportunity
to provide feedback that includes the perspectives and experiences of carers who may face
barriers to accessing or navigating digital service systems, or support someone who may
face barriers to accessing technology.
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