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Acknowledgement  
of Country

Council of the City of Gold Coast (City) respectfully 
acknowledges the Yugambeh (You-Gum-Bear) people, 
the Traditional Owners of the lands on which we live, 
work and visit. We pay our respects to their Elders past 
and present, and all Aboriginal and Torres Strait Islander 
Peoples here today.

Front cover image: Beach matting, Burleigh Beach

This page: Participants de-briefing,  
2019 South Stradbroke Island Indigenous Artist Camp
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Mayor’s foreword
The Gold Coast loves welcoming people and 
we work hard to ensure we include everybody. 

Offering some of the best natural beauty in  
the world and a stunning built environment  
we want everyone, regardless of age or ability, 
to experience the attractions that bring people 
here from all over the world. 

In 2014 we produced the first Accessible and 
Inclusive City Action Plan, and I want to say 
thank you to everyone who contributed. 

Since then we have been working to remove 
barriers and improve accessibility for all to  
City information, services and buildings. 

Over the past five years we have made some 
great progress, including preparation and 
distribution of mobility maps for four key 
precincts, installation of 15 timed pedestrian 
crossings and investing $8 million on improving 
parking bays and access for pedestrians. 

The Council Cab Service has provided more 
than 100,000 journeys in that time while  
beach access equipment is now available  
at 10 seaside locations. Nearly $7 million has 
been invested in new or improved public toilet 
facilities in parks, sports grounds and  
popular precincts. 

Our Special Needs Library collection has been 
enhanced and is proving very popular. We have 
also partnered with RECHARGE Scheme™ to 
provide designated, free-to-use power points 
to safely recharge powered mobility devices. 

It’s a good effort but we won’t stop pursuing 
our goal of equal access for everyone. 

This plan provides a blueprint for what we are 
going to do over the next five years to make 
the Gold Coast more accessible and inclusive 
for everyone – together we can make sure 
everyone’s included.

TOM TATE be (unsw) 
Mayor
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Chief Executive Officer’s message
This Accessible and Inclusive City Action Plan 
2020–2025 is our five year roadmap to ensure 
that the Gold Coast is a great place to live, 
work and visit for everyone. 

We want an inclusive community, accessible 
spaces and places, a diverse and inclusive 
workforce and accessible City information  
and services. 

We have made some significant progress since 
launching our first Accessible and Inclusive City 
Action Plan in 2014 and this refreshed plan 
continues our focus. 

It entails a coordinated approach to improving 
access to City information, infrastructure, 
programs, public places and transport. 

Furthermore, it supports the delivery of our 
Corporate Plan by outlining the specific actions  
we will undertake to create a more inclusive 
and supportive Gold Coast. 

Some of the actions we have identified include 
the delivery of best practice design, trialling 
new technologies and supporting Gold Coast 
businesses in improving and promoting their 
accessible offerings. 

We also propose actions to advance the 
interests of people with disability, their families 
and carers across the Gold Coast. 

We will also work to remove barriers to 
community participation, protect the rights of 
all people and ensure that everyone has equal 
opportunity to enjoy our city’s enviable lifestyle. 

Over the last five years we have achieved 
much, however there is more to be done.

DALE DICKSON psm 
Chief Executive Officer

Beach matting and beach wheelchair, Burleigh Beach
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What is disability?
Disability is part of the human experience. 
Most of us will experience physical, intellectual, 
psychiatric, sensory, neurological and/or 
cognitive disability at some stage in our lives – 
either personally, or in caring for a loved one. 

Disability can be visible or invisible, permanent 
or temporary. 

Our work to improve access and inclusion 
is underpinned by the social model of 
disability. This model sees disability as the 
result of interactions between people and the 
environment and asserts that disability is not 
based on impairment or difference, but on 
barriers within the environment. 

Barriers can be:  

Attitudinal. For example, making assumptions 
about what activities or jobs people with 
disability can or cannot participate in. 

Physical. For example, buildings, pathways, 
parks and open spaces that have not been 
designed or built to be accessible. 

Social. For example, information not provided 
in an accessible format and communication 
systems that exclude some people from 
activities, events, programs or services.

SNAPSHOT OF DISABILITY IN AUSTRALIA 1

Disability discrimination
accounts for the highest 

volume of complaints  
to the Australian Human  

Rights Commission

1 in 6 Australians 
are affected by hearing loss

Over

4.4 million
people in Australia  
have some form  

of disability

45%
of Australians aged  

16 to 85 years,  
experience a mental  

health condition  
during their lifetime

Of people with disability

35.1%
women

28.1%
men

aged 15 years and over avoid situations  
because of their disability
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Role of local government
The roles, responsibilities and powers of the 
City are governed by the Local Government 
Act 2009 (Qld). The Principles that underpin 
this Act are: 

• transparent and effective processes, and 
decision-making in the public interest

•  sustainable development and management 
of assets and infrastructure, and delivery  
of effective services 

• democratic representation, social inclusion 
and meaningful community engagement 

• good governance of, and by,  
local government 

• ethical and legal behaviour of councillors 
and local government employees.

The City has a responsibility to provide 
equitable access to Council goods,  
services and facilities, and to prevent 
discrimination under various Commonwealth  
and Queensland legislation and Disability 
Standards. These include the:

• Disability Discrimination Act 1992  
(Cth) (DDA) 

• Age Discrimination Act 2004 (Cth)

• Queensland Anti-Discrimination Act  
1991 (Qld) 

• Human Rights Act 2019 (Qld) 

• Disability (Access to Premises – Buildings) 
Standards 2010  

• Disability Standards for Accessible Public 
Transport 2002 (DSAPT).

We recognise that as a local government we 
have a responsibility to work to remove barriers 
to community participation, protect the rights 
of all people and ensure that everyone has 
equal opportunity to enjoy our city. We also 
acknowledge the value of access and inclusion 
in our communities.

The role of the City is also to: 

 deliver City services and  
public infrastructure 

fund and support other organisations 
to deliver services 

regulate activities through local laws 
and other legislation 

partner with other levels of government, 
agencies, organisations and individuals 

facilitate partnerships  
between stakeholders 

advocate to decision-makers and 
influencers to promote the interests of 
the community.



Gold Coast context
Disability affects one in five of us and 
accessibility will become increasingly  
important as our population increases,  
and people live longer. 

Mirroring national trends, the Gold Coast is 
growing and ageing. By 2036, our resident 
population is expected to increase by more 
than 250,000 people to 870,4252 and  
the number of Gold Coast residents aged  
65 years and over is expected to increase  
to 173,869 people 3. 

The likelihood of disability increases with age. 
Over 95,200 Gold Coast residents are aged 65 
years and over 4 – of these, more than half have 
a disability 5. As life expectancy increases, our 
city’s seniors will continue to be active in their 
communities through work and volunteering, 
leisure and recreation, and travel and tourism. 

The National Disability Insurance Scheme 
(NDIS) is providing new opportunities for 
people with disability to participate in  
community life, training and education, 
recreation and employment, and will increase 
demand for new and improved technology, 
accessible facilities, community spaces, 
tourism experiences and services. 

By working toward creating an inclusive  
city now, we will be well placed to meet the 
needs of a growing and ageing population  
into the future.

DID YOU KNOW?

20.1%

of the city’s 
population has  

a disability5

44,800
OVER

Gold Coast  
residents provide unpaid 
assistance to a person  

with disability6

3.4 million

AN  
ESTIMATED

Australian domestic 
tourists require  

accessible tourism 
experiences and services7

8
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Our story so far
This plan builds on the success of our inaugural Accessible and Inclusive City Action 
Plan 2014–2019, which was implemented in 2014 to improve access and inclusion  
on the Gold Coast. 

We are proud of the progress we’ve made and continue to work closely with other 
levels of government, community partners, residents and other agencies to create  
a city where everyone’s included.

Key achievements 2014 –19

Changing Places  
toilet facilities

Assistive and 
adaptive equipment 

at City facilities

Pedestrian 
connections and 

parking bays

Beach Access 
Program

World-class 
accessible sports 

and leisure facilities

Recharge Points 
for mobility 

devices

Largest integrated 
para-sports program 

in Commonwealth  
Games history

Assisted  
bin service

City’s Council  
Cab Service

Mobility maps Timed pedestrian 
crossings
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About this plan
The vision for this plan is a city where everyone’s included. 
The plan seeks to achieve this vision by implementing actions across the  
following five strategic outcomes:

1 COMMUNITY
Our community is  
inclusive

2 SPACES AND PLACES
Our spaces and places are 
accessible for all

3 LIFESTYLE
Everyone can enjoy our  
Gold Coast lifestyle

CONNECT
Everyone can connect  
with the City

5 WORKFORCE
Our city benefits from a diverse 
and inclusive workforce

4

A detailed list of actions is available in Appendix A: Implementation actions



International Day of People with Disability, Broadwater Parklands

11
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Community consultation
The actions in this plan are based on 
feedback we received from the community. 
We want to thank everyone who provided 
input to this plan. Your contributions have 
been instrumental and will underpin our 
ongoing work to implement this plan. 

This plan demonstrates our commitment to 
an accessible and inclusive Gold Coast and 
provides a framework for us to achieve our 
vision of a city where everyone’s included. 

Quotes in this plan are from community 
members who provided feedback  
during consultation.

Seahorse Nippers, North Burleigh Beach

“It is wonderful to see  
a progressive council 
actively pushing the  

limits in this area  
to make our  

Gold Coast community  
a truly inclusive one.”
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What you said about the plan overall

“Keep it up!  
Great to see accessibility  

is taking a forefront.”

“Access for all !!  
So important.

“Please keep working to 
include people with a 

disability in our city. This 
work benefits everyone.”

“The City of Gold Coast 
is making a positive effort 
and impact and striving to 

improve accessibility  
in our city.”

“Great vision – all families 
need access to facilities to 
enjoy and share activities.”



What we are doing well
You told us that our customer service centres, 
community centres and libraries deliver an 
inclusive customer experience.

You told us that many of our facilities and 
services are accessible and improve the 
lifestyle and wellbeing of many residents  
and visitors.

“The customer service 
officers that I dealt with 

were very helpful on  
all occasions.”

“The Special Needs Library 
is awesome!!”

“The beach mat is  
great for my husband.  
He can finally access  

the beach.”

“Changing Places  
are great.”

“Friendly staff assist 
people with disability  

with anything.”

“Gold Coast libraries offer 
many great free services.”

Special Needs Library collection, 
Nerang Library

14
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You told us that our new pathways, 
pedestrian crossings and accessible  
parking bays are much better than our old 
ones, so we need to continue to upgrade 
our older infrastructure. 

You said that we need to improve and 
upgrade infrastructure that supports  
people to get out and about in their 
communities, especially playgrounds, pools 
and community buildings like community 
centres and libraries.

You told us that we need to incorporate 
feedback from people with lived experience 
of disability in the planning and design phase 
of our new infrastructure and upgrades.

You said that a lot of Gold Coast events 
are not as accessible as they could be 
and information about accessibility of 
events is hard to find. You also said Auslan 
interpreters were needed at key events.

You told us that information on our website 
can be hard to find, and that you don’t 
always get an answer to a question or issue 
you have submitted online.

You love our inclusive activities, programs 
and services but you told us that we need to 
make it easier to find information about what 
is available. 

You said that there aren’t enough accessible 
parking bays and that there needs to be 
stronger enforcement of the misuse of these 
bays by non-permit holders.

You told us that you want more public  
toilets and change facilities that are 
accessible for everyone. 

How we can improve

“It can be difficult  
to find information on 

the website.”

“Some toilets need  
ceiling hoists and change  

beds for adults.”

“Please always include  
local individuals  

and families that are  
living with a disability in  

your planning.”

“It seems as though the 
council has all these 

things going on but no 
information on them.” 

“Community involvement 
in upgrades would  

be beneficial.”

“Footpaths often stop 
randomly and there are 

limited crossovers.”



COMMUNITY
OUTCOME 1

Our community is inclusive

International Day of People with Disability, Broadwater Parklands

16
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What we are doing
We want everyone to feel a sense of belonging 
to our community and to be able to participate 
in community life. We provide a range of 
activities, discounts and services to support an 
inclusive Gold Coast community.

• Free or low cost activities and workshops at 
City Libraries, our Active & Healthy Program 
and NaturallyGC Program. 

• Pensioner rate concessions and rate 
deferral options are available to assist 
eligible residents with living costs. 

• Affordable transport to and from local 
shopping centres via the City’s Council  
Cab Service. 

• Assisted household bin service for residents 
unable to move their bins to and from the 
kerbside on collection day.

• In-home library service delivering library 
items to people’s homes. 

• Discounted rates for not for profit 
organisations to run activities, events, 
programs and services in local  
community centres.

“There is a wealth of 
available and accessible 
services and programs  

on the Gold Coast.” Walk with me event, Active Pets 

Painting activity, Nerang Library
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COMMUNITY
OUTCOME 1

COUNCIL CAB SERVICE

We acknowledge that accessible transport options are crucial for community 
participation. The City’s Council Cab Service offers eligible seniors and people with 
disability an affordable transport option to and from their local shopping centre. 
The service is available in more than 50 Gold Coast suburbs and averages 1,400 
journeys per month. Residents that use the service find it safer than other forms of 
transport and often form friendships with fellow passengers. 

cityofgoldcoast.com.au/councilcab 

“Council Cab is a great idea, 
it helps me and my friends to 

get to the shopping centres 
and provides us much needed 
transport door to door. Many 
of my fellow users can’t walk 
too far so bus stops are a bit 

inconvenient for them. Council 
Cab is a godsend for me.”

“Council Cabs are great – 
makes it easy for me  

to get a cab.”

https://www.goldcoast.qld.gov.au/Services/Roads-transport-parking/Public-transport/Council-cab-services
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What we will do
You told us we need to continue to provide 
the activities, discounts and services that 
you love, and to provide more opportunities 
for all residents to come together with  
their communities.

“The Gold Coast is  
such a vibrant, inclusive 
region with spectacular 

scenery and natural 
attractions. I love the safe 

spaces to swim and be 
part of the community. 

Sometimes it’s the simple 
things that enable us to  

feel included and valued.”

We will:

fund and support arts and cultural 
opportunities within the city, for people of all 
ages and abilities

partner with local businesses and event 
organisers to increase their awareness of 
access and inclusion

deliver disaster management responses 
that are appropriate for people with disability 
– before, during and after a disaster

advocate for better accessible public 
transport services that assist people to 
move around the city safely and affordably

facilitate more accessible and adaptable 
housing options across the Gold Coast

partner with people with lived experience of 
disability to inform the development of more 
inclusive activities and initiatives

fund and support local community,  
and sports and recreational groups to 
provide more inclusive facilities, programs 
and services.



SPACES  
AND PLACES

OUTCOME 2

Our spaces and places are accessible for all

Burleigh Heads foreshore

20
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What we are doing
Accessibility of the physical environment can 
have a significant impact on a person’s ability 
to participate fully and independently within 
their community, so we are working to ensure 
our spaces and places are universally designed 
and accessible for all.

• Improvements to urban bus stops including 
tactile ground surface indicators and better 
access for people using wheeled devices. 

• Best practice facilities, like Changing Places 
toilets with wider doorways, adjustable 
height change tables, ceiling tracking hoists 
and showers.

• Improvements to the City’s pathway network 
through ongoing kerb ramp upgrades.

• Prioritising accessibility upgrades to aquatic 
centres, including change rooms, warm 
water pools, ramp access and aquatic 
wheelchairs. 

• Obtaining advice from local community 
organisations, Accredited Access 
Consultants and residents to identify and 
remove barriers to and within City buildings, 
facilities and redevelopments. 

• Installing new accessible park furniture, 
such as seating, drinking fountains and 
barbecues across the city.

Active and Healthy, aqua aerobics

Gold Coast Oceanway – Tugun to Bilinga

“Libraries are excellent and 
easy to use. The Customer 

Service Centres are also 
conveniently placed and the 

staff are excellent.” 



SPACES AND PLACES
OUTCOME 2

CHANGING PLACES TOILET FACILITIES

We know that standard accessible toilets do not meet the needs of everyone,  
and that a lack of appropriate facilities can prevent individuals and families from 
enjoying a day out. Since 2017, we have installed three new Changing Places 
toilets and one adult-sized change room. We will continue to install more of these 
facilities to enable more residents and visitors to get out and enjoy our Gold Coast 
community with dignity and in safety.  

cityofgoldcoast.com.au/changingplaces

“The new Changing  
Places toilet facilities  

are awesome.”

“Changing Places 
are great!”

Changing Places toilet facility, 
Broadwater Parklands

22

https://www.goldcoast.qld.gov.au/Services/Supporting-our-community/People-with-disability/Changing-Places-toilets
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What we will do
You told us that our pathways, pedestrian 
crossings, accessible parking bays, public 
toilets and change facilities are improving, 
but more needs to be done to make sure 
they are accessible for everyone. 

“Improvements are being 
made but still some kerbs 
are not flowing and easy 
to use for wheelchairs, 
walkers and prams.” 

“Some pool equipment is 
not great – need change 
areas that are accessible 
and ramps into pools.”

We will:

deliver more Changing Places toilet facilities 
in key locations across the city 

 partner with other levels of government to 
plan and deliver access improvements to 
public transport infrastructure 

deliver better pedestrian access,  
including pathways, kerb ramps and 
pedestrian crossings

 deliver improved access within City parks 
and open spaces, and community buildings 
such as libraries and aquatic centres

regulate the misuse of accessible  
parking bays

deliver more accessible parking bays as 
well as more parking options for carers

facilitate better accessibility and 
connections in Gold Coast streets and 
neighbourhoods 

partner with families to improve play spaces 
and playground equipment so all children 
can play together.



LIFESTYLE
OUTCOME 3

Everyone can enjoy our Gold Coast lifestyle

24

Tree planting, Currumbin
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What we are doing
Participation in leisure and recreation activities 
is important for the health, wellbeing and 
quality of life for residents and visitors. We are 
continuously delivering initiatives to ensure that 
everyone can access these opportunities and 
enjoy our unique Gold Coast lifestyle.

• More accessible holiday accommodation 
options at City Tourist Parks across the 
Gold Coast, including accessible cabins at 
Burleigh Heads, Broadwater, Main Beach 
and Jacobs Well.

• Universally designed accessible beach 
showers, and change rooms in key locations. 

• Mobility maps to assist residents and 
visitors to plan their stay and move around 
the city safely. Maps are available for 
Broadbeach, Burleigh Heads, Southport 
CBD and Broadwater Parklands, and 
Surfers Paradise.

• Increased support for arts and culture 
organisations to assist them to provide 
better access to their buildings and 
experiences. For example, a new passenger 
lift for the Royal Queensland Art Society, 
and new hearing technology for Home of 
the Arts (HOTA).

• More accessible sporting venues, such as 
the Gold Coast Sports and Leisure Centre, 
Runaway Bay Indoor Stadium, Gold Coast 
Aquatic Centre and the Coomera Indoor 
Sports Centre.

• Partnering with local Surf Life Saving Clubs 
to deliver the City’s Beach Access Program, 
providing improved access to Gold Coast 
beaches for everyone.

Dr Suess exhibition, HOTA

Accessible cabin, Burleigh Heads Tourist Park

“The beach has great  
access now with the  
ramps to the water.” 



LIFESTYLE
OUTCOME 3

BEACH ACCESS PROGRAM

In 2016, we partnered with Burleigh Heads 
Mowbray Park Surf Life Saving Club to trial beach 
access equipment at Burleigh Beach. The trial was 
an overwhelming success. Since then, the City has 
continued to partner with local organisations to 
provide improved access to Gold Coast beaches. 
The Beach Access Program continues to grow in 
popularity with residents, visitors, schools, service 
providers and nipper groups using the equipment 
throughout the surf patrol season. 

cityofgoldcoast.com.au/beachaccess

“So great that 
people with limited 

mobility can have the 
opportunity to get 

down on the sand and 
in the water. Thank 
you for providing us 
the opportunity to 

experience the beach as 
a family again.”

“The beach mats 
are fantastic.”

26

Beach matting, Burleigh Beach

https://www.goldcoast.qld.gov.au/Services/Supporting-our-community/People-with-disability/Beach-access
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What we will do
You love our Gold Coast lifestyle and 
want more opportunities to experience a 
range of accessible and inclusive events 
and entertainment, natural areas, tourism 
experiences and accommodation, and local 
sports and recreational activities.

“More information about 
accessible tourism related 
infrastructure and events 

is needed for the city.”

“Would be good to have 
more information on where 

accessible facilities and 
parking are for events  

and accessible walking  
tracks and parking for  

the hinterland.”

We will:

deliver better access at major City-led 
events and include information about access 
in promotional material 

partner with tourism agencies to improve 
promotion of accessible tourism and build 
the capacity of operators

facilitate local sports and recreation 
opportunities that everyone can participate in

 deliver new accessible infrastructure at our 
beaches, natural areas and alongside 
waterways including an accessible kayaking 
and canoeing platform

partner with event organisers for more 
accessible events and to provide better 
information about accessibility at their events

deliver new infrastructure that supports 
access to Gold Coast beaches and foreshores

partner with local community  
organisations to enable everyone to  
have a beach experience

 deliver an increase in the number of 
accessible cabins at City Tourist Parks and 
make information about accessible cabins 
easier to find on our website.



CONNECT
OUTCOME 4

Everyone can connect with the City

Burleigh Heads foreshore

28
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What we are doing
We want all residents to be able to have their 
say on issues that matter to them. We are 
working to remove potential barriers to our 
engagement, communication and consultation 
processes to make it easier for everyone to 
connect with us.

• Our ongoing community engagement 
program encourages everyone to have 
their say on our city's future. Residents 
can opt to receive updates and invitations 
to participate in upcoming decisions or 
projects of interest.

• A range of contact options are available, 
such as online, phone, mail and in-person 
so you can contact us however you choose.

• Accessible communication options, such as 
the Translating and Interpreting Service and 
the National Relay Service are available.

• We provide opportunities for face to face 
discussion and information sharing by 
hosting stalls at local community and  
City-led events.

• Our information is available in accessible 
formats by request, including Auslan, large 
print, audio and Easy English.

City officers at a community market stall

City information hub

Image left: Customer service, City of Gold Coast

“I use the Gold Coast reporting 
app. I have found it great with 
swift action and feedback from 

the Council. Great for reporting  
mobility hazards.”



OUTCOME 4

CONNECT

CONTACTING US

We provide mail, in-person, email, phone and online options so people can contact 
us in the way that is most accessible and convenient for them. In 2018 –19 alone, the 
City received over 460,000 telephone calls, answered 156,000 emails, received more 
than 55,000 letters and had over 100,000 face to face interactions. In the same time 
period, website sessions on our webpage reached 5.4 million. In response to growing 
demand and evolving community expectations, we are developing more ways for 
people to contact us – including piloting a webchat option called City Chat. 

cityofgoldcoast.com.au/contactus

“When I contacted the City 
Officer, they returned my call 

almost immediately.” 

“The customer service 
officers were very helpful  

on all occasions.” 

Online City services

30

https://www.goldcoast.qld.gov.au/Council-region/About-Council/Contact-us
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What we will do
You want information about our activities, 
services and plans to be easier to find online, 
and for our forms to be easier to complete 
and submit online. You also said that we 
need to continue to provide information in a 
range of formats, including hard copy and 
to provide meaningful opportunities for you 
to have your say on topics of interest and 
decisions that affect you.

“Sometimes you go round 
in circles on the website, 

especially when trying 
to report issues, without 
any success. Luckily the 

customer service people on 
the phone are helpful.”

“Some forms are complex 
and difficult to know if you 
are completing correctly.”

“Involve us in planning and 
decisions more to ensure 

things are being done right.”

We will:

deliver upgrades to our website to make it 
easier for people to find information 

 deliver more information about the 
accessibility of our buildings, open spaces, 
facilities, programs and services online and  
in hard copy

facilitate opportunities for people with lived 
experience of disability to provide input to our 
plans and designs for relevant projects 

 deliver a central point for online information 
about accessible activities, places and 
programs so residents can easily find what 
they are looking for 

 deliver improvements to our online forms  
so they are easier to complete and submit, 
and provide contact options for assistance 
with forms

 partner with leading agencies, such as Vision 
Australia to ensure that everyone can use our 
website and access our information.



OUTCOME 5

Chief Executive Officer  
and City employee

Our city benefits from a diverse  
and inclusive workforce

WORKFORCE

32
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What we are doing
Building an inclusive, diverse workforce 
benefits everyone – employees, businesses 
and our Gold Coast community. We engage 
with our employees and community partners  
to ensure that our workforce reflects the 
diversity of our community, and our social 
procurement activities aim to maximise 
community benefit and provide more 
employment opportunities for people who  
may face barriers to workforce participation.

• Training in access and inclusion is provided 
to City employees on an ongoing basis.

• Technical training is provided to employees 
involved in planning, design and delivery of 
infrastructure, information and services.

• We engage training providers with lived 
experience of disability to deliver our 
training, wherever possible.

• We proactively seek social enterprises for 
specific contracts.

• Our recruitment and employment processes 
and policies are specifically designed 
to attract a diverse workforce and we 
provide ongoing learning and development 
opportunities to retain employees that 
acquire a disability or medical condition.

• Staff that acquire a disability or medical 
condition are supported by our processes 
and policies when they return to work 
including workplace modifications and 
accessible, adaptive equipment and flexible 
work arrangements.

• Information, including contacts and 
resources, on welcoming customers and 
colleagues with disability is given to all  
new employees.

• We partner with community agencies to 
increase our capability as an accessible  
and inclusive employer, and to share 
information about job vacancies and job 
placement opportunities.

• We support local initiatives and events 
aimed at encouraging more employers to 
become accessible and inclusive, and to 
raise awareness of the benefits of a  
diverse workforce.

“I had the pleasure of  
working on arts based projects 

with Council and found the 
staff to be inclusive, as well  

as supportive.” 



OUTCOME 5

WORKFORCE

SOCIAL PROCUREMENT

We recognise that the contracts we enter into 
can, and do have positive impacts for our Gold 
Coast community, including more job opportunities 
for residents with lived experience of disability. 
Currently, City recycling services at resource 
recovery centres and waste transfer stations, as 
well as eWaste services are delivered by local 
disability organisation, Endeavour Foundation. 
Ground maintenance work at four key City 
cemeteries is also currently provided by disability 
enterprise, Aruma.

cityofgoldcoast.com.au/socialprocurement

“It’s great that I have 
opportunities to find 

work – keep it up.”

City employee
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https://www.goldcoast.qld.gov.au/Doing-business/Supplying-to-Council/Our-procurement-process/Social-procurement
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What we will do
You told us that there needs to be more 
inclusive employment opportunities on the 
Gold Coast, and more disability awareness 
in our workforce. You also said we need 
to continue to remove barriers to our 
employment processes.

“Work with employment 
agencies specialising  

in placing people  
with disability.”

“Training of staff in all 
areas of disability.”

We will:

partner with people with lived experience of 
disability to develop and deliver training 
about access and inclusion

facilitate more employment opportunities 
across the Gold Coast by developing new 
and innovative social procurement initiatives

 partner with community organisations and 
suppliers to identify more opportunities for 
social enterprises, and support growth of 
our social enterprise sector

 partner with disability agencies to attract 
skilled job candidates, and to make it  
easier for people with disability to apply  
for jobs with us 

 deliver and promote workplace 
modifications and flexible work 
arrangements, to support employees  
with disability 

deliver access and inclusion training to all 
staff to ensure we can confidently welcome 
customers and co-workers of all abilities.
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Appendix A: 
Implementation actions

Outcome 1:  
Our COMMUNITY  
is inclusive

1.1

Review the application 
form for Community Grants 
(including Seniors Week and 
NAIDOC grants), to request 
that applicants address 
measures to ensure access 
for people with disability to 
their event or activity  

Responsible:  
Executive Services  
Complete: 2021–22

1.2

Review disaster management 
planning and evacuation 
procedures to ensure they  
are appropriate for people 
with disability  

Responsible: Business and 
Program Management  
Complete: 2024–25 

1.3

Audit evacuation centres and 
associated equipment to 
ensure they are accessible for 
people with disability 

Responsible: Business and 
Program Management  
Complete: 2024–25

1.4 

Increase awareness and 
membership of the Special 
Needs Library  

Responsible: City Libraries 
Complete: 2024–25 

1.5 

Continue to operate and 
optimise the City’s Council 
Cab service  

Responsible:  
Transport and Traffic  
Complete: Ongoing

1.6

Extend the free Gold Coast 
seniors bus travel initiative 
beyond June 2020  

Responsible:  
Transport and Traffic  
Complete: Ongoing

1.7 

Advocate for the free  
Gold Coast seniors bus travel 
initiative to include residents 
who currently receive the 
Disability Support Pension  

Responsible:  
Transport and Traffic  
Complete: 2024–25

1.8 

Provide parking permits to 
eligible registered carers 
to allow them to park in 
traffic areas for longer than 
the designated time while 
undertaking care work 

Responsible:  
Transport and Traffic  
Complete: 2024–25

1.9 

Continue to offer eligible 
residents pensioner rate 
concessions and rate deferral 
options subject to annual 
Council endorsement 

Responsible:  
Revenue Services  
Complete: Ongoing
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Outcome 1:  
Our COMMUNITY 
is inclusive

1.10 

Trial live streaming or  
relay capability of key  
City events, for example to 
aged care facilities   

Responsible: Office of 
Innovation and Economy 
Complete: 2024–25

1.11 

Review the City’s Land 
Development Guidelines to 
facilitate improved accessibility 
in the city  

Responsible: City Planning 
Complete: 2022–23

1.12 

Provide Local Government 
Infrastructure Plan 2 (LGIP2) 
population projections by 
age breakdown to support 
the City’s planning for 
increased accessibility as the 
population ages 

Responsible: City Planning 
Complete: Ongoing

1.13 

Ensure the City Plan facilitates 
a range of housing types in 
urban areas where there is 
access to local services  

Responsible: City Planning 
Complete: Ongoing

1.14 

Work with State Government, 
local housing service providers 
and industry to identify ways 
to improve the supply of 
accessible and adaptable 
housing in the city   

Responsible: City Planning 
Complete: Ongoing

1.15 

Conduct a review of the 
Gold Coast Water incident 
management framework to 
ensure accessibility issues  
are considered 

Responsible: Customer 
Engagement Water and Waste 
Complete: 2022–23

1.16 

Investigate opportunities to 
expand the City’s assisted 
bin service, for example, to 
include green waste bins 

Responsible: Customer 
Engagement Water and Waste 
Complete: 2024–25

1.17 

Trial an all-inclusive kids 
activity as part of the City’s 
Community Centres School 
Holiday Program 

Responsible: Safe and 
Liveable Communities 
Complete: 2023–24

1.18 

Conduct a review of the  
arts and culture grant funding 
program, including seeking 
feedback from artists with 
disability, to identify any 
potential barriers for artists 
with disability  

Responsible: Safe and 
Liveable Communities 
Complete: 2022–23
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1.19 

Promote arts and culture 
grant funding opportunities via 
organisations and groups that 
work with artists with disability, 
to increase opportunities 
for artists with disability 
to pursue their interests 
and career aspirations  

Responsible: Safe and 
Liveable Communities 
Complete: Ongoing

1.20 

Include exhibitions by young 
artists with disability in the 
LevelUp studio space 

Responsible: Safe and 
Liveable Communities 
Complete: 2024–25

1.21 

Provide a range of inclusive 
imagery for business areas 
to utilise in marketing and 
communication materials 

Responsible: Corporate 
Communication 
Complete: 2024–25

1.22 

Establish a community 
grant funding category for 
incorporated not for profit 
community groups to apply 
for funds to make their 
facilities, programs and 
services more accessible 

Responsible:  
Executive Services  
Complete: Ongoing

1.23 

Provide accessibility checklists 
to Gold Coast businesses to 
assist them to improve and 
promote their accessible 
features. For example, Missed 
Business booklet.

Responsible: Office of 
Innovation and Economy 
Complete: Ongoing

1.24 

Work with people with 
disability to develop more City 
Library initiatives and 
programs for people with 
disability. For example, 
story-telling with Auslan and 
sensory story times  

Responsible: City Libraries 
Complete: 2024–25
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Outcome 2:  
Our SPACES AND PLACES 
are accessible for all

2.1 

Review and update the 
Streetscape Design Guidelines 
for improved public domain 
accessibility outcomes, 
including guidance on 
accessible street furniture, 
pathways, lighting and  
shaded areas 

Responsible: Office of 
the City Architect  
Complete: 2023–24

2.2 

Promote accessible and 
inclusive design and planning 
outcomes through City 
Building Seminar sessions 

Responsible: Office of 
the City Architect  
Complete: 2024–25

2.3 

Deliver new Changing Places 
facilities in key locations, 
including Robina City 
Parklands, Pimpama Sports 
Hub, HOTA Gallery, Paradise 
Point and the All Abilities 
Playground at Kurrawa  

Responsible: Parks and 
Recreational Services; 
Community Venues  
and Services;  
Infrastructure Delivery 
Complete: 2024–25 

2.4 

Ensure that parks and open 
spaces provided by the 
development industry to 
the City (via infrastructure 
agreement) meet the 
requirements of the Disability 
Discrimination Act 1992

Responsible: Parks and 
Recreational Services 
Complete: Ongoing

2.5 

Provide improved wayfinding 
signage in major City  
park redevelopments 

Responsible: Parks and 
Recreational Services 
Complete: Ongoing

2.6 

Review the City’s Land 
Development Guidelines and 
Parks Design Guidelines and 
include provisions to improve 
accessibility for everyone  

Responsible: Parks and 
Recreational Services 
Complete: 2021–22

2.7 

Progressively audit City library 
buildings to increase access 
for people with disability  
and dementia, including  
wayfinding signage  

Responsible: City Libraries 
Complete: 2024–25

2.8 

Progressively review existing 
City aquatic centres to 
improve access to pools 
and facilities. For example, 
include Changing Places 
toilets, accessible change 
spaces, recharge points for 
powered mobility devices, 
accessible aqua play areas 
and wayfinding signage  

Responsible: Community 
Venues and Services 
Complete: 2024–25

2.9 

Incorporate universal design 
principles in the planning and 
construction of new  
City cemeteries 

Responsible: Community 
Venues and Services 
Complete: 2024–25
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2.10 

Engage an accredited access 
consultant to audit City owned 
accessible car parking bays, 
including Jubilee, Trickett and 
Mal Burke car parks

Responsible: Community 
Venues and Services  
Complete: 2023–24

2.11 

Audit existing accessible  
on street parking spaces 
and those at City community 
facilities and recommend 
upgrades and additional 
spaces  

Responsible:  
Transport and Traffic  
Complete: 2022–23

2.12 

Continue to partner with 
the State Government 
to plan and deliver 
accessible public transport 
services, improvements to 
infrastructure, and connectivity 
to bus stops 

Responsible:  
Transport and Traffic 
Complete: Ongoing

2.13 

Work to ensure that the ferry 
trial is compliant with Disability 
Standards for Accessible 
Public Transport 2002 by 
upgrading City pontoons 
and boarding ramps, and 
providing training to ferry 
service operators  

Responsible:  
Transport and Traffic  
Complete: 2023–24

2.14 

Provide temporary accessible 
pedestrian paths of travel, 
as an alternative route, 
when construction works 
are undertaken by the City, 
and provide information 
about accessible paths of 
travel to residents prior to 
commencement of works 

Responsible:  
Infrastructure Delivery  
Complete: Ongoing

2.15 

Identify options for installation 
of hearing augmentation in all 
City customer service centres

Responsible:  
Customer Contact  
Complete: 2022–23

2.16 

Continue to enhance the 
physical accessibility of 
City streets, public spaces 
and neighbourhoods as 
part of the City’s Place 
Making Program  

Responsible:  
City Development  
Complete: Ongoing

2.17 

Conduct an access audit of 
the City’s waste and recycling 
centres to identify opportunities 
to improve accessibility  
for visitors and staff  

Responsible: Customer 
Engagement Water and Waste 
Complete: 2024–25
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Outcome 2:  
Our SPACES AND PLACES 
are accessible for all

2.18 

Install signage at relevant 
waste and recycling centres 
to indicate step-free access, 
handrails and accessible 
parking bays   

Responsible: Customer 
Engagement Water and Waste 
Complete: 2024–25

2.19 

Investigate options for 
assistive and adaptive 
equipment and services at 
City community centres to 
make the visitor experience 
more accessible and 
inclusive 

Responsible: Safe and 
Liveable Communities 
Complete: 2022-23

2.20 

Ensure that contributed assets 
meet the intent of Australian 
Disability Standards 

Responsible:  
City Development  
Complete: Ongoing

2.21 

Incorporate the City’s 
Maximising Access Guidelines 
as standard requirement 
as part of the Lifestyle and 
Community Directorate 
Gateway Review process  

Responsible: Safe and 
Liveable Communities 
Complete: Ongoing

2.22 

Install tactile signs that contain 
street names and numbers 
at key signalised pedestrian 
crossings (within range of the 
push button) to assist people 
with vision impairment to 
cross safely 

Responsible:  
Transport and Traffic 
Complete: Ongoing

2.23 

Make information about the 
location of accessible parking 
bays easier to find on the 
City’s website, and include 
accessible parking bays in the 
new City parking app 

Responsible:  
Transport and Traffic  
Complete: Ongoing

2.24 

Replace standard play 
equipment with accessible 
and inclusive equipment as 
part of our asset renewal 
program, in key locations 
across the Gold Coast 

Responsible: Parks and 
Recreational Services 
Complete: Ongoing

2.25 

Engage with local families with 
children with a disability to 
identify suitable types of play 
equipment and locations 

Responsible: Parks and 
Recreational Service s 
Complete: Ongoing

2.26 

Replace standard public 
barbecues with accessible 
barbecues as part of our 
asset renewal program 

Responsible: Parks and 
Recreational Services 
Complete: Ongoing
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2.27 

Conduct audits and develop a 
progressive program of works 
to upgrade and improve 
accessibility to community 
prioritised City parks. Works 
to include pathways, kerb 
ramps, car parking bays, 
accessible park furniture and 
amenities, as required  

Responsible: Parks and 
Recreational Services  
Complete: Ongoing

2.28 

Continue to install count down 
timers at signalised pedestrian 
crossings at key intersections 
across the city 

Responsible:  
Transport and Traffic  
Complete: Ongoing

2.29 

Establish an emergent works 
budget to ensure the City 
is responsive to community 
requests for access upgrades 
to infrastructure 

Responsible: Safe and 
Liveable Communities  
Complete: Ongoing

2.30 

Progressively provide 
accessible equipment at 
City Aquatic Centres in 
response to feedback from 
the community. For example, 
aquatic chairs, hoists 
and change tables where 
required 

Responsible: Community 
Venues and Services 
Complete: Ongoing

2.31 

Audit pedestrian crossings 
throughout the city and 
plan upgrades as required, 
to ensure compliance 
with current Australian 
Standards 

Responsible:  
Transport and Traffic   
Complete: 2024–25

2.32 

Develop a program of works 
to review and upgrade 
existing accessible car 
parking spaces at community 
facilities. Develop a 2021-
22 plan to provide additional 
accessible car parking spaces 
at new community facilities. 
For example, aim for 5% of 
allocation to be designated 
accessible bays, in line with 
the City’s Maximising Access 
Guidelines 

Responsible: Community 
Venues and Services; Safe 
and Liveable Communities;  
City Libraries 
Complete: Ongoing
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Outcome 3:  
Everyone can enjoy our 
Gold Coast LIFESTYLE

3.1 

Ensure that Service 
Agreements between Council 
and controlled entities include 
obligations relating to anti-
discrimination legislation 
Responsible:  
Executive Services 
Complete: Ongoing

3.2 

As part of the Community 
Grants Application Form, 
provide a link to Meetings 
and Events Australia  
‘Accessible Events Guide’

Responsible:  
Executive Services  
Complete: Ongoing

3.3 

Deliver the City’s first Seniors 
Garden which incorporates 
accessibility, dementia friendly 
and safety principles 

Responsible: Safe and 
Liveable Communities 
Complete: 2022–23

3.4 

As part of the City’s 
sport and recreational 
leased building inspection 
program (under the lease 
renewal process) capture 
the level of accessibility 
of key features, including 
parking spaces, building 
entrances and toilets 

Responsible: Parks and 
Recreational Services 
Complete: 2022–23

3.5 

Provide information to 
community lessees of their 
legislative obligations under 
the Disability Discrimination 
Act 1992, and work with 
these organisations to 
improve accessibility 

Responsible: Parks and 
Recreational Services 
Complete: 2024–25

3.6 

Investigate natural bushland/
bushwalking areas to 
identify accessible areas and 
features. Include details of 
these features and photos 
on the Parks website  

Responsible: Parks and 
Recreational Services 
Complete: 2024–25

3.7 

Audit infrastructure that supports  
access to Gold Coast 
beaches, including 
public transport linkages, 
parking, amenities, and 
access points    

Responsible: City Assets 
Complete: 2024–25

3.8 

Make information about 
accessible beaches 
and accessible beach 
infrastructure easier  
to find online via  
beachesgoldcoast.com.au 

Responsible: City Assets 
Complete: 2022–23

http://beachesgoldcoast.com.au  
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3.9 

Develop an accessible events 
guide, action plan template 
and checklist to ensure major 
City events are accessible  

Responsible: Safe and 
Liveable Communities  
Complete: 2022–23

3.10 

Produce a Mobility Map 
for the Coolangatta 
central precinct  

Responsible: Safe and 
Liveable Communities  
Complete: 2023–24

3.11 

Deliver accessible 
infrastructure enhancements 
to create Accessible 
Destinations  

Responsible: Safe and 
Liveable Communities  
Complete: 2021–22

3.12 

Investigate suitable locations 
for accessible waterway 
recreation, for example, 
accessible kayaking, canoeing 
and fishing platforms  

Responsible: Parks and 
Recreational Services;  
City Assets 
Complete: 2024–25 

3.13 

Work with the Gold Coast 
health and wellbeing 
industry to deliver a range 
of accessible and inclusive 
activities via the City’s 
Active & Healthy Program  
Responsible: Parks and 
Recreational Services  
Complete: Ongoing

3.14 

Develop disability access 
plans for all major City 
events, and ensure that 
associated promotional 
material and maps include 
accessibility information  

Responsible: City Events  
Complete: Ongoing

3.15 

Include the accessible events 
guide, disability access plan 
template and checklist to 
the City’s ‘Events toolkit 
and resources’ webpage 
to assist external event 
organisers to plan and deliver 
accessible events   

Responsible: City Events  
Complete: 2022–23

3.16 

Make training on accessible 
events available to organisers 
of major City funded/ 
sponsored events  

Responsible: City Events  
Complete: Ongoing

3.17 

Deliver a minimum of five new 
accessible cabins across six 
of the City’s Tourist Parks 
over the next five years 

Responsible: Community 
Venues and Services  
Complete: 2024–25
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Outcome 3:  
Everyone can enjoy our 
Gold Coast LIFESTYLE

3.18 

Support Gold Coast sport 
and recreation organisations 
to provide more inclusive 
opportunities in sport and 
recreation. For example, 
facilitate connections between 
organisations, people with 
disability and inclusive sports 
events and programs 

Responsible: Parks and 
Recreational Services 
Complete: Ongoing

3.19 

Add a section on accessible 
and inclusive playgrounds to 
the City’s Maximising Access 
Guidelines, for officers to 
refer to when upgrading or 
installing playgrounds 

Responsible: Safe and 
Liveable Communities 
Complete: Ongoing

3.20 

Include accessibility 
references in the City’s 
‘online event application’ for 
event organisers applying to 
hold events on City land 

Responsible: City Events 
Complete: 2022–23

3.21 

Partner with Destination Gold 
Coast to promote accessible 
Gold Coast accommodation 
and experiences on 
the Destination Gold 
Coast website  

Responsible: Office of 
Innovation and Economy 
Complete: 2022–23

3.22 

Make accessible equipment 
available for event organisers 
to loan to make their  
events more accessible.  
For example, beach 
matting and wheelchairs, 
portable ramps, hearing 
augmentation 

Responsible: City Events 
Complete: Ongoing

3.23 

Procure a portable Changing 
Places toilet facility for use at 
City and community events 

Responsible: Safe and 
Liveable Communities 
Complete: 2022–23

3.24 

Investigate technology  
that may contribute to the 
City’s accessible tourism 
market. For example,  
virtual experiences and  
audio trails  

Responsible: Office of 
Innovation and Economy 
Complete: 2024–25

3.25 

During routine inspections, 
City Officers provide local 
business owners with 
resources promoting the 
welcome of assistance 
animals at that venue 

Responsible: Health, 
Regulatory and  
Lifeguard Services  
Complete: 2023–24

3.26 

Provide Auslan interpreters at 
key City events and promote 
this availability 

Responsible: City Events 
Complete: Ongoing
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Outcome 4:  
Everyone can CONNECT  
with the City

4.1 

Review key City policies 
to ensure that they meet 
obligations under anti-
discrimination legislation and 
are consistent with the intent 
of the Disability Discrimination 
Act 1992 

Responsible: Corporate 
Planning and Performance  
Complete: 2021–22

4.2 

Review the City’s Signage 
Masterplan to include 
symbols/pictograms for 
accessible toilets, beach 
showers, barbecues, beach 
ramps, drinking taps and 
walking/wheeling tracks,  
and guidance for development 
of Braille and tactile maps  
and signage 

Responsible:  
Corporate Communication  
Complete: 2022–23

4.3 

Amend the ‘Creative Arts 
Design Brief’ to include 
information for business areas 
about the need to provide 
information in alternative 
formats on request, as well as 
accessible PDFs or alternative 
formats, such as MS Word 
for online downloadable 
documents 

Responsible:  
Corporate Communication  
Complete: 2021–22

4.4 

Include the City’s Accessibility 
statement: ‘Accessibility is 
important to us. For other 
formats of this item contact 
us’, on City documents 
to ensure that community 
members are aware of  
other options 

Responsible: Corporate 
Communication  
Complete: 2021–22

4.5 

Promote Auslan and extended 
audio descriptions to business 
areas as accessible options 
for City videos 

Responsible:  
Corporate Communication  
Complete: Ongoing

4.6 

Promote the availability 
of disaster management 
information in accessible 
formats, including hard  
copy, large print, audio  
and Braille   

Responsible: Business and 
Program Management  
Complete: Ongoing

4.7 

Develop a disaster 
management communication 
plan and engagement strategy 
for people with disability 

Responsible: Business and 
Program Management  
Complete: 2022–23

4.8 

Maintain clear, accessible 
paths of travel as part of 
routine maintenance services, 
and respond to requests from 
the community regarding 
maintenance concerns related 
to access 

Responsible:  
City Maintenance  
Complete: Ongoing
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Outcome 4:  
Everyone can CONNECT 
with the City

4.9 

Assist eligible residents to 
access concessions for rates 
and water billing 

Responsible:  
Revenue Services  
Complete: Ongoing

4.10 

Continue to provide phone, 
mail and in-person options so 
people without the internet 
can access information on 
rates and billing  

Responsible:  
Revenue Services  
Complete: Ongoing

4.11 

Refer residents requiring 
assistance with rates and 
billing to appropriate advocacy 
and support services, as 
required. For example, 
for residents experiencing 
financial hardship with  
these accounts 

Responsible:  
Revenue Services  
Complete: Ongoing

4.12 

Procure and install software 
on the City’s website to allow 
residents to convert text 
content to audio, for example, 
Read Speaker software  

Responsible:  
Customer Contact  
Complete: 2022–23

4.13 

Audit the City’s website  
and partner with Vision 
Australia to make our  
website more accessible 

Responsible:  
Customer Contact  
Complete: 2022–23

4.14 

Progress development of 
accessible online forms. 
For example, conversion of 
prioritised PDF forms to html

Responsible:  
Customer Contact  
Complete: Ongoing 

4.15 

Review and replace the City’s 
website platform for improved 
accessibility and functionality. 
For example, audio and 
translation tools 

Responsible:  
Customer Contact  
Complete: 2023–24

4.16 

Ensure new versions of  
the City Plan are available 
in accessible formats  
on request

Responsible: City Planning 
Complete: Ongoing

4.17 

Ensure that people with 
disability are included in  
the consultation strategy for 
City Plan amendments  

Responsible: City Planning 
Complete: Ongoing
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4.18 

Ensure external documents 
for the Local Government 
Infrastructure Plan 2 (LGIP2) 
are available in accessible 
formats on request 

Responsible: City Planning 
Complete: Ongoing

4.19 

Identify and assess Gold 
Coast Water high-risk 
customers (e.g. people 
on dialysis) and ensure 
appropriate processes and 
procedures are in place to 
meet their needs in the event 
of water outage 

Responsible: Customer 
Engagement Water and Waste 
Complete: Ongoing

4.20 

Implement accessible html 
forms or smart-forms to 
enable community members 
to complete and submit  
forms online

Responsible:  
Health, Regulatory and 
Lifeguard Services  
Complete: Ongoing

4.21 

Conduct a targeted promotion 
to increase membership of 
people with disability and 
seniors on the City Panel 

Responsible:  
Corporate Communication  
Complete: 2023–24

4.22 

Include closed captions on  
all City videos  

Responsible:  
Corporate Communication  
Complete: Ongoing

4.23 

Provide options for residents 
without internet access to 
participate in community 
consultations, for example, 
hard-copy, in person and 
telephone options 

Responsible:  
Corporate Communication  
Complete: Ongoing

4.24 

Create a dedicated page 
on the City’s website as a 
central point for residents to 
easily find information about 
accessible City programs, 
places and activities 

Responsible: Safe and 
Liveable Communities  
Complete: Ongoing

4.25 

Continue to provide a range 
of service channels for people 
to contact the City, including 
phone, post, email, online and 
in-person options, and deliver 
new service channels such as 
web chat options 

Responsible:  
Customer Contact  
Complete: Ongoing
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Outcome 5:  
Our city benefits from a diverse 
and inclusive WORKFORCE

5.1 

Conduct a review of City 
recruitment policy, processes 
and systems to ensure that 
the City attracts potential 
employees with disability  

Responsible:  
People and Culture  
Complete: 2021–22

5.2 

Engage with disability service 
providers and people with 
disability, to identify skilled 
candidates and make 
workplace adjustments 
to remove barriers to 
employment with the City   

Responsible:  
People and Culture  
Complete: Ongoing

5.3 

Provide new and existing City 
employees who may require 
assistance in the event of an 
emergency, with information 
regarding development 
of a Personal Emergency 
Evacuation Plan  

Responsible:  
Property Services  
Complete: Ongoing

5.4 

Promote the process for,  
and availability of resources 
to support, approved 
workplace adjustments  
or modifications 

Responsible:  
Property Services  
Complete: Ongoing

5.5 

Provide access and inclusion 
training opportunities for all 
City employees specific to 
their roles, including planning 
and development, customer 
service, information and web 
content, recruitment and 
employment. For example, 
training in website content 
Accessibility Guidelines 
2.0 and Disability (Access 
to Premises – Buildings) 
Standards 2010 

Responsible: Safe and 
Liveable Communities 
Complete: 2024–25

5.6 

Provide information about 
access and inclusion to 
all new employees during 
induction. For example, 
provide information on 
welcoming customers and 
colleagues with disability 

Responsible:  
People and Culture  
Complete: Ongoing

5.7 

Support staff with lived 
experience of mental health 
difficulties, injury, or acquired 
disability, to safely stay at 
work or return to work 

Responsible: Corporate 
Safety and Risk (Health  
and Injury Management) 
Complete: Ongoing

5.8 

Work with partners to  
support the development  
of new social benefit suppliers 
and social enterprises on  
the Gold Coast 

Responsible:  
City Procurement  
Complete: 2024–25
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5.9 

Increase internal and 
external awareness of the 
City’s social procurement 
‘success stories’. For 
example, promote contracts 
with social enterprises 

Responsible:  
City Procurement  
Complete: 2024–25

5.10 

Work with community 
organisations and suppliers 
to identify which spend 
categories are appropriate 
for social procurement 
initiatives, and promote 
these categories 

Responsible:  
City Procurement  
Complete: Ongoing

5.11 

Investigate and implement, 
where feasible, the 
opportunity for a social 
enterprise/community partner 
to operate the Broadbeach 
Library and Robina 
Community Centre cafés 

Responsible:  
City Libraries; Safe and 
Liveable Communities 
Complete: 2021–22

5.12 

Promote mentally healthy 
workplace practices and  
raise organisational awareness 
of mental health through  
the provision of training  
and information 

Responsible: Corporate 
Safety and Risk (Health and 
Injury Management)  
Complete: Ongoing

5.13 

Conduct an audit to identify 
and promote the local  
social enterprise sector 

Responsible: Safe and 
Liveable Communities  
Complete: Ongoing

5.14 

Undertake access audits  
of City administration  
centres and implement 
actions to improve access  
as required 

Responsible:  
Property Services  
Complete: 2024–25

5.15 

Join the Australian Network 
on Disability to assist us 
to formalise our workplace 
adjustment systems and 
processes, to provide 
organisational support, and 
enable us to become a best 
practice organisation in the 
inclusion of people with 
disability in the workplace 

Responsible:  
People and Culture 
Complete: Ongoing

5.16 

Continue to facilitate where 
appropriate, active roles for 
social enterprises within the 
City’s waste and recycling 
services provision 

Responsible: Customer 
Engagement Water and Waste 
Complete: Ongoing
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Appendix B: 
Legislation and supporting frameworks

International

• Convention on the Rights of Persons
with Disabilities

Australian Government

• Australian Human Rights Commission
Act 1986

• Disability Discrimination Act 1992

• Age Discrimination Act 2004

• Disability Standards for Accessible Public
Transport 2002 (DSAPT)

• Disability (Access to Premises – Buildings)
Standards 2010 (Premises Standards)

• Building Code of Australia

• National Disability Insurance Scheme

• National Disability Strategy 2010–2020

Queensland Government

• Queensland Anti-Discrimination Act 1991

• Disability Services Act 2006

• Guide, Hearing and Assistance Dogs
Act 2009

• Local Government Act 2009

• Local Government Regulation 2012

• Human Rights Act 2019

• All abilities Queensland: opportunities for all
(State Disability Plan 2017–2020)

• Queensland: an age friendly community

City of Gold Coast (Council)

• Community Consultation Policy

• Equitable Access Policy

• Gold Coast City Plan

• Corporate Plan

• Our Natural City Strategy 2021

• Culture Strategy 2023

• Economic Development Strategy 2023

• Ocean Beaches Strategy 2013–2023

• Customer Experience Strategy 2019–2024

• Gold Coast Water Strategy 2019–2024

• Gold Coast City Transport Strategy 2031
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