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One in five Australians has a disability. That’s 4 million 
people in total, and 15% of the working population. 
It’s important that our products, our branches and our 
offices are accessible to everyone. 

Building a culture of inclusion has been a central focus 
at NAB for quite some time: it enables innovation, 
fresh thinking and appreciation of differences.

Our Accessibility Action Plans builds on this philosophy 
by actively supporting our people and our customers 
with disability to realise their potential.

Where we’ve come from

We’re proud of the progress we’ve made in our 2012-
2014 Plan and we remain committed to its objectives:

•  To improve access to our premises and financial 
services;

•   To consider the needs of people with disabilities  
in the development of products and services;

•  To increase awareness, knowledge and confidence 
amongst our people, to enable them to better serve 
customers with disability; 

•  To enable our people with a disability to realise  
their potential by creating an inclusive and 
supportive culture; and

•  To provide continued support through our 
community engagement programs.

Where we’re headed

This Accessibility Action Plan reaffirms our goal to 
continually improve accessibility for our people,  
our customers and our communities, and focuses  
on providing long-term, sustainable results. We’ll  
do this by:

•  Enhancing our customer experience;

•  Increasing recruitment of people with disability; 

•   Increasing disability awareness initiatives across 
NAB; and

•  Extending community support through corporate 
responsibility and sponsorship initiatives.
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Andrew Thorburn, Group Chief Executive Officer

“Building a culture of inclusion has been a 
central focus at NAB for quite some time: 
it enables innovation, fresh thinking and 
appreciation of differences.”



We never lose sight of the fact that it’s our people who are the biggest factor in our ongoing success.  
The 2015-2016 Plan aims to provide our people with appropriate technology, support their wellbeing, and 
continue to build and embed an inclusive culture.

To continue our progress, we’re focusing on the things that will make a real and lasting 
difference to accessibility.
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More support for our people

Actions
•  Invest in enterprise-wide communication 

initiatives that will promote a positive 
understanding and awareness of the  
challenges faced by people with disability

•  Establish a senior leader governance forum  
for the Accessibility Action Plan

•  Build a repository of resources available to  
support inclusive leadership and increase  
disability awareness

•  Measure senior leaders on diversity and inclusion

When
Year 1

Year 1

Year 1

Year 2

Our aim 
Building an 
inclusive culture 
through the 
appreciation  
of difference

Actions
•  Increase awareness of mental health conditions 

and how to support our employees through 
leadership training across the Enterprise

•  Create and support the roll out of resources 
and information to help our people better 
manage their physical, mental and financial 
well-being

•  Engage a recruitment consultant to increase 
the number of people with a disability 
employed at NAB

When
Year 1

Year 1

Year 2

Our aim  
Enable our 
people with 
disability to 
realise their 
potential

Who will help implement these actions: Recruitment; Health, Safety & Wellbeing;  
Corporate Responsibility; Corporate Affairs; and Technology.

Who will help implement these actions: Diversity & Inclusion; Corporate Affairs;  
Performance Alignment; and Culture & Leadership.



Actions
•  Support our local government and education 

customers to build their own accessibility  
action plans through the sharing of resources 
and best practice

•  Bring together essential product and service 
information into a single online location for 
our customers with disability

•  Provide concierge training for our branch  
and contact centre staff

When
Year 1

Year 2

Year 2

Antony Cahill, Group Executive, Product & Markets

“We firmly believe all customers should be able to 
access our products and services. We are bringing 
together information on how we support people with 
disability into one convenient location”. 

We want to improve the experience our customers with disability have with NAB, and make it easier for 
them to do business with us. That’s why we’re increasing the level of accessibility training and disability 
awareness amongst our staff, and continue to improve access to our premises and financial services. 

Our aim  
Improving 
accessibility 
for our 
customers

Our premises,  
products and services

Who will help implement these actions: Product & Markets; Government,  
Education & Community Banking; and Personal Banking.
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Actions
•   Provide learning and development opportunities 

for children with disability through our AFL 
sponsorship

•  Expand the NAB Group Supplier Sustainability 
Principles to include disability considerations

•  Establish a mentoring program for students  
with disability

•  Actively support disability focused organisations 
to operate their own no-interest-loan program

•  Provide opportunities for not-for-profit 
organisations to utilise NAB premises for 
relevant events and activities

When
Year 1

Year 1

Year 1

Year 1

Year 2

Gavin Slater, Group Executive, Personal Banking 

“We know that for people with disabilities, there 
are often barriers that make getting involved with 
sport difficult. Through NAB AFL Auskick, we’re helping 
primary school children participate in an inclusive 
sports coaching program. It’s just one of the many ways 
we’re involved with our local communities”. 

Through initiatives like sporting sponsorships, community awareness and mentoring programs, we’re 
providing opportunities and support for people with disability in the communities where we operate.

Our aim  
Creating 
inclusive 
communities 
through 
accessibility

Support for our community

Who will help implement these actions: Corporate Responsibility; Diversity & Inclusion; and Marketing.
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Since launching our Accessibility Action Plan for 2012-2014 we’ve made real progress. We’ll continue our efforts 
and focus on our people, our customers and our community. 

•  Include WCAG v2.0 AA standards in 
the design and development of new 
technology services

•  Measure the engagement of our people 
and continually build inclusion into our 
culture

•  Build accessibility awareness into induction 
and training programs across the Enterprise

•  Work closely with the Australian Network 
on Disability to access the latest thinking 
about accessibility

•  Improve our recruitment processes and 
reporting

•  Increase awareness of Personal Emergency 
Evacuation Plans

• Develop our internal disability network

•  Continue our work towards meeting WCAG 2.0 
AA across our customer facing digital assets

•  Continue to improve access to NAB premises 
and services

•  Improve customer access to ATMs, EFTPOS 
and telephone banking services by 
implementing best practice accessibility 
measures where possible

•  Make accessibility a priority consideration 
when planning, designing and building new 
premises 

•  Consider accessibility when developing  
all marketing materials

•  Consider public transport access when 
planning new branches

•  Consider accessibility when designing  
new products and services

•  Measure disability inclusion within our 
microfinance programs

•  Support not-for-profit disability organisations 
through work place giving and NAB’s staff 
volunteering program

•  Invest in grants programs that provide public 
support in the area of mental health

•  Make all events fully accessible wherever 
possible

Our community

Our people Our customers
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Renee Roberts, Group Executive, Enterprise Services and Transformation

“Technology is important in the lives of people with disability. I’m 
proud of what we’ve achieved so far as continued development of our 
banking apps and websites are making a real difference. We’re striving to 
make all of our digital assets, across all of our brands, accessible to all”. 

More accessible technology



Actions within this plan are reported to the Accessibility Action Plan Steering Committee quarterly and the 
Executive Leadership Team half yearly.

Feedback

If you have feedback or suggestions about this Plan you can:

• Email us at diversity@nab.com.au 

• Phone us on 1800 152 015

Deaf, hearing-impaired or speech impaired – The National Relay Service:

TTY/Voice: 1800 555 677 and ask for 1800 152 015

Speak and Listen: 1800 555 727

•  Write to us at 
National Australia Bank 
Head of Customer Solutions 
Reply Paid 2870, Melbourne 
Victoria, 8060

• Speak to us in person at your local branch

Alternative Access Formats

Our Accessibility Action Plan 2015-2016 is available on our NAB website nab.com.au. 
If you would like to be provided with the Plan in an alternative format, please make contact with us.
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To better understand some of the terminology we have used 
throughout this Accessibility Action Plan 2015-2016, please refer  
to our glossary.

Disability
A range of physical and mental ailments and conditions, permanent and temporary, actual 
and imputed, total or partial, lifelong or acquired, visible or invisible. It could be caused by 
accident, trauma, genetics or disease.

NAB
National Australia Bank and refers to our Australian Franchise.

WCAG 2.0 Guidelines
Web Content Accessibility Guidelines 2.0.

Web Content Accessibility Guidelines (WCAG) are a set of internationally recognised guidelines 
produced by W3C (World Wide Web Consortium). They’re used by web developers and other 
interested audiences, and define how to make web content more accessible to people with 
disabilities. This can include information on a web page or web application ranging from text, 
images, forms, sounds and more. 

The current version of WCAG is 2.0. It’s comprised of 12 guidelines that can be categorised into 
4 key principles: perceivable, operable, understanding and robust. Each guideline can be tested 
against success criteria, resulting in a conformance rating of either A, AA, or AAA compliance 
where A is the minimal level of conformance.
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