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Stand up for your rights: 
Web and digital skills
A guide to advocating for yourself
[bookmark: _Toc215661098]About this guide
This guide gives information on digital accessibility for people who are blind or have low vision, covering websites, apps and other digital platforms. It explains key accessibility standards and legal rights.
It offers practical advice for addressing accessibility barriers, communicating with providers and escalating issues, when you need to. It also highlights support services.
Everyone deserves equal access to all online and digital platforms.
We understand that it can be hard to feel confident enough to advocate for yourself or a loved one. To explore the basics of speaking up for yourself in more depth, you can read our full guide here.
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[bookmark: _Toc215661099]Digital accessibility and your rights
[bookmark: _Toc197598594][bookmark: _Toc197598632][bookmark: _Toc215661100]Understanding the Web Content Accessibility Guidelines (WCAG)
When people talk about making the web accessible, it is often referring to the Web Content Accessibility Guidelines. These guidelines are a global standard that help make websites, apps and digital platforms easier for everyone to use, no matter how they access the web or their personal abilities.
In Australia, the Government’s Digital Service Standard also makes sure all digital government services meet accessibility rules so everyone can use all things digital without any barriers.
WCAG includes lots of recommendations to make online content more accessible, especially for people who are blind, have low vision or a print disability. When a website or app follows these standards, you can expect things like:
· Descriptions (alt text) for important images and graphics,
· Captions for videos,
· Navigation that works well with screen readers and keyboards,
· Good colour contrast and the ability to adjust audio, like turning the volume down or pausing,
· The option to pause or control things like slideshows, and
· No flashing content that could trigger seizures, meaning nothing flashes more than three times per second.
In short, these guidelines help make sure the online world is easier for everyone to use.
[bookmark: _Toc197598595][bookmark: _Toc197598633][bookmark: _Toc215661101]The United Nations Convention on the Rights of Persons with Disabilities
Everyone should be able to have access to and use websites, apps and other digital tools. And under the UN Convention on the Rights of Persons with Disabilities, that’s a recognised human right. 
Australia has signed up to this agreement, which means governments and organisations are expected to make sure digital spaces are accessible to everyone, including people who are blind or have low vision.
[bookmark: _Toc215661102]Why digital accessibility matters under the law
The Disability Discrimination Act (DDA) makes it illegal to treat someone unfairly because of a disability, and that includes when someone is online.
If a website or app is too hard to use because it’s not designed with accessibility in mind, that can count as discrimination. Sometimes it’s obvious, like when a service refuses to make any adjustments. Other times it’s less direct, like when a site has barriers that make it impossible to use with a screen reader. Either way, it’s not okay.
The law covers everything from education and jobs to shopping and accessing services. And since more and more of that happens online, digital accessibility is more important than ever.
The Australian Human Rights Commission (AHRC) also has a set of helpful guidelines on equal access to digital goods and services. It’s not law, but it sets a clear standard for what good access should look like.
Click here to read our comprehensive guide on the DDA.
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We all know the frustration of coming across an issue when using a website, app, or other digital platform. But for people using adaptive technology, these barriers can make access impossible. You might come across things like:
· Struggling to read the content,
· Difficulty navigating the page or app,
· Vague or missing descriptions, like hearing “graphic” with no explanation,
· Problems activating buttons,
· Missing field labels in forms, or
· Challenges with CAPTCHAs, (that is, those tests you need to take to check if you’re human).
If you come across issues like these, it’s worth trying a few basic troubleshooting steps first:
· Close your programs, restart your device, and try again. Sometimes the simple fix is what works,
· Repeat your steps to see if the same problem happens again,
· Chat with others who use similar adaptive technology, or
· Reach out to Vision Australia’s Adaptive Technology Helpdesk for guidance. You can call them 1300 847 466 or email athelp@visionaustralia.org
It can also be helpful to check whether others are having the same issues, or if it might be something specific to your own setup. You can connect with others through email lists or social media groups focused on adaptive technology (see Related Resources).
[bookmark: _Toc197598600][bookmark: _Toc197598638]Contact the provider
If you're trying to get information directly from a business, like your utility provider, a health service, or a government agency and it's not in an accessible format, don’t hesitate to ask for it in a way that works for you. 
Things like bills or educational materials can usually be easily turned into accessible formats if you just ask. Our Print Access team at Vision Australia can also support you in this.
Be clear about what you're trying to access, where or how you're trying to do it and how it's been a problem for you. If the information isn’t accessible, your first step is to reach out to the business or service directly. 
For issues with websites or apps, ask to speak with someone who handles technical access issues, this way you’ll likely reach someone who knows what they're doing.  Look for an ‘Accessibility’ link on the website, which could point you in the right direction, or check the "Contact Us" section. If all they offer is a web form, be sure to save a copy of what you send and note the time and date.
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When contacting an organisation, consider including the following in your email or letter:
· Subject line: Clearly identify your message as relating to digital accessibility for people with disabilities. Mention “technical access issues with the website or app” to increase the chance it will be escalated.
· Your circumstances: Briefly explain your vision condition and how you access web pages or apps.
· Your relationship to the organisation: Are you a customer, or did you visit the site or app for another reason?
· Website or app details: Provide the exact web address or app name where the problem occurred.
· What happened: Describe the steps you took, and what was or wasn’t read aloud by your screen reader.
· Impact: Explain how the inaccessibility affected you.
· Why accessibility matters: Point out benefits like maintaining good customer relationships, inclusivity and business sense, especially if you’ve been a loyal customer.
· Technical details: Include your operating system, browser and screen reader or app version.
· Your request: Ask what actions the organisation will take and request a timeline for a response.
If you're raising an issue about accessibility, you don’t need to get technical, just describe your experience clearly. For example, you might say, “I’m blind and use screen reading software,” or “I rely on keyboard navigation and couldn’t reach the submit button.” 
It’s also helpful to include what software or tools you use, like screen magnifiers, synthetic voices or braille displays. Try to explain what you were doing and what went wrong. For example, “I was trying to buy something on your website, but my screen reader just kept saying ‘graphic’ with no description,” or “The links didn’t make sense when read aloud.” These real-life examples help others understand the barriers you're facing.
A sample email that can also be used as a letter is provided at the end of this document to help guide your own communications.
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If you’ve raised the issue and nothing’s been done, or the response just isn’t good enough, you still have options. 
You can try going through the organisation’s complaints process, or you can take it further by contacting a government body, industry group, local council or Ombudsman. You can also go straight to the ARHC or your state’s anti-discrimination body.
Making a complaint is free, you don’t need a lawyer, and help is available if English isn’t your first language.
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If direct engagement fails and you don’t wish to pursue formal complaints, social media can be an effective advocacy tool. Many organisations respond quickly to public feedback to protect their reputation.
When posting, be clear and professional. Outline the information you’re trying to access, how you’ve tried to access it, the impact on you and what changes would enable access. 
Keep your tone reasonable and avoid sharing personal details like your contact information or medical specifics.
Remember that while social media is available around the clock, business accounts are usually monitored only during business hours, and posts may be forwarded internally to reach the right team.
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[bookmark: _Toc197598605][bookmark: _Toc197598643]Websites or apps developed by a third-party company
Many organisations work with third-party developers to create their websites and apps. While it’s great to have external expertise, it’s important to remember that the responsibility for the website’s content and accessibility ultimately rests with the organisation itself. 
The developers may create the site or app, but the organisation is responsible for ensuring it’s accessible to everyone, including people with disabilities.
[bookmark: _Toc197598606][bookmark: _Toc197598644]Websites or apps developed and hosted overseas
The DDA applies to discrimination occurring inside Australia. If an organisation or company is based overseas but offers goods and services to Australian customers, like an international airline operating flights into Australia, it’s still possible that the DDA could apply. 
This means the website or app should be accessible to all, including those who may rely on assistive technologies to access it.
[bookmark: _Toc197598607][bookmark: _Toc197598645]Willingness to address the accessibility barrier
If an organisation responds and seems open to fixing the accessibility issue, that’s a great first step. Just remember, you’re not responsible for solving the whole problem yourself. It’s enough to share your experience and the situation you faced. 
Try not to feel pressure to come up with a solution on your own, what works for you might not work for others. It’s more helpful to stay in touch, offer feedback and give the organisation a bit of time to make changes, especially if the fix is complex. A little patience and collaboration can go a long way.
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Vision Australia’s Adaptive Technology Helpdesk is staffed by specialists who understand the ins and outs of setting up and using adaptive technology. They can help you figure out whether the issue is with your tech setup, your familiarity with the website or app, or if it’s a genuine accessibility problem with the platform itself. 
For example, they might help you identify:
· Links that don’t clearly describe where they lead,
· Images without alternative text (alt text),
· Unlabelled form fields,
· Pages or apps without headings to aid navigation, or
· Inaccessible CAPTCHAs.
While the Adaptive Technology Helpdesk team can’t carry out full accessibility audits, they can give you guidance and help you explain the issue clearly if you need to raise it with a company or organisation.
[bookmark: _Sample_email][bookmark: _Toc215661106]Sample email
Subject: Accessibility issue with your website
Dear Sir/Madam,
I’m getting in touch to let you know about some accessibility issues I’ve experienced while trying to use your website.
I’m blind and use screen reading software that reads out text on the screen using a synthetic voice. I also navigate using a keyboard rather than a mouse.
I recently came across your online retail platform and was hoping to purchase a pair of running shoes, but I couldn’t complete the task because of some technical barriers.
On the homepage, I encountered images and buttons without clear labels. My screen reader read things like “graphic main image” and “link” without giving me enough information to understand what they were for. I also couldn’t locate a clearly labelled button or link to add items to my cart or proceed to checkout.
These kinds of issues make it difficult, and sometimes impossible, for people who rely on assistive technology to use digital platforms independently.
As you know, accessibility is a recognised human right under the United Nations Convention on the Rights of Persons with Disabilities. Guidelines like the Web Content Accessibility Guidelines (WCAG 2.0 and 2.1) provide a framework to make digital content more inclusive.
In Australia, the Disability Discrimination Act makes it unlawful to offer goods and services that aren’t accessible to people with disability.
Could you please let me know when your website will be updated to better support access for all users? I’d really like the opportunity to use it like everyone else.
I’m happy to provide further information if it’s needed. It would be great to hear back over the next week so I know whether I’ll be able to try again soon or need to explore other options.
Kind regards,
(insert your name)
(insert your contact details).
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While Vision Australia may not be able to provide individual advocacy in every situation, we can often offer general advice or help point you in the right direction.
If you’d like more information on self-advocacy strategies or to obtain this guide in another format, call Vision Australia’s advocacy team on 1300 847 466 or email advocacy@visionaustralia.org
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Vision Australia Adaptive Technology Helpdesk
Telephone: 1300 847 466 
Email: athelp@visionaustralia.org  
Vision Australia’s Accessibility Toolkit
For information about web accessibility from Vision Australia’s Digital Access team go to:
http://www.visionaustralia.org/business-and-professionals/digital-access-consulting/accessibility-toolkit 
Vision Impaired Persons email list (VIP-L)
To subscribe, send a blank email to subscribe-vip-l@freelists.org 
Accessible Technology User’s Group (ATUG)
Meets formally by phone on the second Wednesday of the month (except December and January) and informally on a weekly basis on other Wednesdays. 
To subscribe to the email list, send a blank message to: 
atug-subscribe@damorris.com 
To join the phone conferences, held from 7.30 to 9.00pm on Wednesdays, 
Phone: 03 8672 0100. Use the access code: 767 530 to join in. 
Assistive Tech Community Help Desk 
This is a closed Facebook based community. To request to join the group type, "Assistive Tech Community Help Desk" into the search box in Facebook or use the link: https://m.facebook.com/groups/1680677532184583?refid=27  
World Wide Web Access: Disability Discrimination Act Advisory Notes
http://www.humanrights.gov.au/our-work/disability-rights/standards/world-wide-web-access-disability-discrimination-act-advisory#required  
Web Accessibility Initiative
www.w3c.org/wai  
Australian Human Rights Commission (AHRC)
National Information Service: 1300 656 419
Email: infoservice@humanrights.gov.au 
Web: https://www.humanrights.gov.au/complaint-information  
Anti-Discrimination Commission Queensland (ADCQ)
Statewide telephone information and enquiry line: 1300 130 670  
Web: https://www.adcq.qld.gov.au/contact-us  
Victorian Equal Opportunity and Human Rights Commission (VEOHRC)
Enquiry Line: 1300 292 153 
Web: http://www.humanrightscommission.vic.gov.au/making-a-complaint  
Equal Opportunity Commission (WA)
Ph 08 9216 3900
Email: eoc@eoc.wa.gov.au 
Web: http://www.eoc.wa.gov.au/complaints-inquiries/making-a-complaint  
Anti-Discrimination Board NSW 
Ph: 02 9268 5544 between 9am – 1pm and 2pm – 4pm
Email: adbcontact@justice.nsw.gov.au 
Email: complaintsadb@justice.nsw.gov.au 
Web:http://www.antidiscrimination.justice.nsw.gov.au/Pages/adb1_makingacomplaint/adb1_makingacomplaint.aspx  
ACT Human Rights Commission 
Ph: 02 6205 2222
Email: human.rights@act.gov.au 
Web: http://hrc.act.gov.au/  
Northern Territory Anti-Discrimination Commission 
Ph: 1800 813 846 
Email: antidiscrimination@nt.gov.au 
Web: http://www.adc.nt.gov.au/index.html  
Equal Opportunity Commission (SA)
Ph: 08 8207 1977 between 10am – 3pm 
Email: eoc@agd.sa.gov.au 
Web: http://www.eoc.sa.gov.au/eo-you/making-complaint  
Equal Opportunity Tasmania 
Ph: 03 6165 7515
Email: office@equalopportunity.tas.gov.au  
Web: http://equalopportunity.tas.gov.au/complaints 
This document was last updated by the Vision Australia Advocacy team in August 2025.
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