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Mr Graeme Innes
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Disability Discrimination


Human Rights and Equal Opportunity Commission

GPO Box 5218

Sydney NSW   1042

Dear Mr Innes,


Access to ATMs

Thank you for the opportunity to participate in the recent ATM Study commissioned by the Human Rights and Equal Opportunity Commission (“HREOC”).

The results of the ATM Study are encouraging, indicating that the improvements which ANZ has made over recent years have enhanced ATM access by customers with a disability.  The results provide an up to date insight into the barriers faced by persons with a disability and, in doing so, will enable ANZ to review and further refine its plans for the ATM network.

Tremendous work has been undertaken in recent years that has enabled many customers with a disability to more easily access ANZ’s broad range of financial products and services.  The activities to improve ATM access are only a small part of that work.

ANZ is continually looking at ways in which to improve ATM access by persons with a broad range of disabilities.  ANZ is conscious of the difficulty of achieving one ATM user interface that enables ease of access to all customers with a disability.  For this reason, ANZ’s access plans are collectively examined for all service delivery methods.

This letter details a selection of some of the current activities and plans ANZ has with regard to improving its customers’ ATM access.

1
New and Replacement ATMs

ANZ currently has an ATM and cash dispenser network of just over 1,000 devices.  The network is continually expanding and an aggressive replacement program is underway to replace many older devices.

When installing an ATM at a new location or replacing an ATM, ANZ 

carefully determines the physical location of the device to enable the best possible positioning that will allow ease of access and immediate circulation when approaching and using the device.  Security of all customers, whether disabled or not, is of paramount importance when selecting an ATM site.

Where a device is earmarked for replacement, existing access barriers are examined and, in some cases, ANZ has been able to relocate replacement devices to a different position or the shop front has been modified to overcome those barriers.  These works often require council approval and, in the case of leased premises, landlord consent.   

Since 1994, devices at new locations and replacement devices have been installed in accordance with Australian Standard AS3769-1990 Automatic Teller Machines-User Access.  As a result of HREOC’s ATM Study, Australian Standard AS1428.1 (1998) Design for Access and Mobility Part 1 - General Requirements for Access - New Building Work and AS1428.2 (1992) Design for Access and Mobility Part 2: Enhanced and Additional Requirements - Buildings and Facilities will now also be taken into consideration in the installation of all new and replacement devices.  

Industry guidance by the Human Rights and Equal Opportunity Commission (“HREOC”) in respect of standards to enhance accessibility of ATMs for Disability Discrimination Act (“DDA”) purposes would be welcomed by ANZ.

2
Screen Reflection

In most cases, verandas or canopies are installed with ‘through the wall’ ATMs.  Where planning constraints preclude the prevention of reflection by means of a property solution, an anti-glare screen is installed.  Anti-glare screens are not able to be installed on ANZ devices that pre-date 1992.

3 Parking

Where ANZ customer parking is available at existing premises, ANZ ensures that, where possible, a bay is designated for disabled parking.  Where ANZ has premises within a shopping centre, ANZ liaises with centre management and councils in an effort to maximise the provision of disabled parking spaces located near ANZ premises.

4
Signage

The ANZ logo and branding strategy has recently been changed.  Consequently, the signage for the branches is currently being reviewed by the Global Property division with a view to preparing a standard for the signage changes.  The ATM signage issues raised by the HREOC ATM study will be incorporated into this standard.

5
User Interface

ATM purchasing and siting decisions are a key part of ANZ’s current personal 

banking strategy.  Accordingly, ANZ is continually reviewing market options and refining its requirements so as to improve the ATM banking experience of all customers.  

Below is a selective list of just some of the features which ANZ requires its new ATMs to satisfy:

· common user interface so that ATMs in the network will begin to have a common look and feel

· tactile, large, individual raised keys on clearly lettered alpha-numeric keypads and on both sides of the screen

· raised symbols on the “5” key (centre key), the function keys and the “clear”, “cancel” and “enter” keys 

· high definition screens

· media entry indicators by way of a flashing light display on the card entry and the deposit and cash issue slots

· sample card insert orientation display near the card entry.

Other enhancements which ANZ has made to its existing ATMs to improve accessibility are:

· common screen display layout

· high contrast screen displays

· schematic diagrams on screen to assist with the transaction flow

· simplified transaction screens, including the “fast cash” option

· plain language text

· large screen lettering in plain font

· audible beep on all key entries

· audible faster beeping at the end of a transaction sequence and on card return

· timed function sequence for each action that is confirmed with additional time request option along with audible beep warnings

· decals positioned on the user interface clearly showing all active areas, for example, the card entry, receipt issue and cash issue or deposit.

Some of the older ATMs cannot be enhanced in some or all of the ways detailed above.  Those devices are planned for replacement.

I trust that this information will be of assistance to HREOC.

Yours sincerely

LARRY CRAWFORD

Managing Director, Australasian Distribution
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