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These promising practices are inspired by real-life experiences in
disaster and emergency management but have been adapted and
further developed to align with the principles, tools, and best
practices outlined in the DIEM Toolkit and DIEM Starter Pack. While
based on real challenges and solutions, certain narrative liberties
have been taken to highlight disability-inclusive good practices and
effective measurement strategies. 

The purpose of these case studies is to:
1.Demonstrate practical applications of the DIEM Starter Pack tools in a

variety of scenarios.
2.Showcase how disaster management practices can be adapted to include

people with disabilities and other at-risk groups.
3.Provide measurable outcomes that illustrate the impact of inclusive

practices.

By presenting these case studies, we aim to provide actionable insights and
inspire stakeholders to adopt inclusive practices in their own disaster and
emergency management contexts.

About the Practice Cards



© 2026 Collaborating4Inclusion, Centre for Disability Research and Policy, The University of
Sydney 

Except for logos, trademarks and any third‑party material, this report and its companion
documents are licensed under the Creative Commons Attribution–NonCommercial 4.0
International (CC BY‑NC 4.0) licence. This licence also applies to the companion documents in
the DIEM series — the DIEM National Synthesis and DIEM Starter Pack — unless otherwise
indicated. Non‑commercial reuse is permitted provided you:
 • credit the original source (see preferred attribution below)
 • include the canonical source link: https://collaborating4inclusion.org/didrr-australia/  
 • include the licence link: <https://creativecommons.org/licenses/by-nc/4.0/>
 • indicate if changes were made, and
 • retain this notice where practicable.

Preferred attribution:
Villeneuve, M., Nila, F, Cooper, E., Yen, I, & Jones, C. (2026) Disability Inclusive Emergency
Management (DIEM) Practice Cards. Collaborating4Inclusion at the Centre for Disability
Research and Policy, The University of Sydney https://collaborating4inclusion.org/wp-
content/uploads/2026/03/DIEM-Practice-Cards.pdf 

Copyright and licence notice 

3

https://collaborating4inclusion.org/didrr-australia/
https://collaborating4inclusion.org/didrr-australia/
https://collaborating4inclusion.org/wp-content/uploads/2026/03/DIEM-Practice-Cards.pdf
https://collaborating4inclusion.org/wp-content/uploads/2026/03/DIEM-Practice-Cards.pdf
https://collaborating4inclusion.org/wp-content/uploads/2026/03/DIEM-Practice-Cards.pdf


Table of Contents

4

Index of Promising Practices

Introduction to the Promising Practice Cards
     About These Promising Practices 
     Why We Adapted the Practices
     Key Reflections on DIEM Activity
     Our Approach to Addressing These Gaps
     Purpose of the Resource
     The Promising Practices Are For
     Scope of the Resource

Action 1: Access Support Liaison

Action 2: Build a Ready Partner Network
   
Action 3: Person-Centred Emergency Preparedness (P-CEP) 
     
Action 4: Inclusive Communications

Action 5: Predictable Evacuation Centres
 
Action 6: Accessible Transportation and Accommodation
Pathways
  
Action 7: Accessible Help
 
Action 8: Inclusive Exercises
 
Appendix 1: Access and Functional Needs (AFN)
Coordination Framework

6

7
8
9

10
10
11
12
12

13

14

23

31

40

46

52

55

66



Index of Promising Practices

Action 2 — Build a Ready Partner Network
Strengthening Partnerships Through Local Mutual Aid Agreements (Documented), p.15
Partnering for Resource Sharing During Emergencies (Documented), p.17
Enhancing Preparedness with Local Convening Cadence (Piloted), p.19
Spare Beds and Mutual Aid Hubs for Continuity (Case Study), p.21
Leaning Into the Cluster — Mutual Support Across Councils (Case Study), p.22

Action 3 — Person‑Centred Emergency Preparedness (P‑CEP)
Empowering Communities Through Local Planning Clinics (Documented), p.24
Go Packs Deliver Confidence and Readiness (Documented), p.26
P‑CEP Training Across Family Services and Housing (Case Study), p.27
Listening for What’s Not Said (Co‑Design Facilitation) (Case Study), p.28
From Generic Advice to Personalised Planning (RFS Perspective) (Case Study), p.29
Individual Evacuation Planning With “Non‑Apparent” Needs (Case Study), p.30

Action 4 — Inclusive Communications
Keeping Everyone Informed with Accessible Multi‑Channel Communications
(Documented), p.32
Centralised Emergency Information Through Dashboards and Resilience Hubs
(Documented), p.34
Training for Deaf and Cultural Awareness (Piloted), p.36
Know Your Clients — Go in Person When Digital Fails (Case Study), p.37
Shared Language and Active Listening in Emergency Management (Case Study), p.38
Deaf Culture — Access Supports Without the Disability Label (Case Study), p.39

Action 5 — Predictable Evacuation Centres
Relief Centres Ready for All (Documented), p.41
Pre‑Season Shelter Accessibility Walkthroughs (Documented), p.42
Quiet Rooms and Sensory Kits Transform Relief Centres (Piloted), p.43
ERC as Pit Stop — Brief Respite, Plan Onward (Case Study), p.44
Discovering and Validating Accessible Accommodation (Case Study), p.45



Action 6 — Accessible Transportation & Accommodation Pathways
Rapid and Reliable Evacuations with Accessible Transport (Documented), p.47
Rapid Evacuations with Accessible Transport Pathways (Documented), p.48
Pre‑Arranged Accommodation for Safe Evacuations (Documented), p.49
Rapid Activation of Accessible Transport During Floods (Documented), p.50
Specifying Accessible Air Transport (Case Study), p.51

Action 7 — Accessible Help
Neighbour Check‑Ins Build Trust and Safety (Documented), p.53
Building Accessible Help Through Neighbour Networks (Piloted), p.54

Action 8 — Inclusive Exercises
Training Centre Staff for Inclusive Support (Documented), p.56
Co‑Design Scenario Testing Improves Emergency Plans (Documented), p.57
Personal Emergency Evacuation Plans Save Lives (Documented), p.58
Regular Evacuation Drills Build Confidence in Aged Care (Documented), p.59
Strengthening Continuity Through Offline Manuals (Piloted), p.60
Lived Experience First — Set Parameters Before Solutions (Case Study), p.62
Processing Prompts for Brain Injury — Urgency Cues (Case Study), p.63
Turning Lessons Observed into Changes (Case Study), p.64
Providers Actively Engaging Clients in Emergency Planning (Case Study), p.65



This collection of Promising Practices showcases how Disability-Inclusive Emergency
Management (DIEM) principles are being applied across Australia. These examples illustrate
real-world efforts to operationalise the Eight Actions outlined in the DIEM Starter Pack and
reflect a commitment to building emergency management systems that are inclusive,
effective, and responsive to the needs of people with disabilities and other at-risk groups.

The practices in this collection represent contributions from a diverse range of
stakeholders, including councils, service providers, community organisations, disability
advocates, and emergency management agencies. While councils often play a key role in
many initiatives, the success of DIEM principles relies on collaboration across sectors. This
resource highlights these collective efforts and demonstrates how stakeholders can
strengthen emergency management systems by working together. 

To reflect the diversity of approaches, the Promising Practices are organised into three
categories: 

1.    Documented Practices
Aligned with the "Lead" stage of the DIEM Maturity Framework, these practices represent
established, evidence-based approaches that have been fully implemented and
demonstrated significant impact. They include measurable outcomes and are scalable for
adoption by other organisations. 

2.    Piloted Practices
Aligned with the "Develop" stage of the DIEM Maturity Framework, these are innovative
initiatives that have been tested and refined but may not yet have been fully embedded into
systems, formally evaluated, or scaled. They offer strong potential and practical examples for
other organisations to adapt and expand. 

3.    Case Studies
Aligned with the "Initiate" stage of the DIEM Maturity Framework, these examples reflect
early-stage or context-specific practices. They often address unique challenges or showcase
innovation, but they may lack formal evidence or plans for scaling. These examples aim to
spark inspiration and encourage further development and adaptation. 

Together, these categories show a continuum of progress, from early experimentation to
more established practices. This resource offers organisations opportunities to learn, adapt,
and take action based on their current stage in the DIEM Maturity Framework. 

Introduction to the Promising Practice
Cards: Bringing the Eight Actions to Life
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These case studies are inspired by real-world practices in disaster and emergency
management but have been adapted and expanded to align with the principles, tools, and
best practices outlined in the DIEM Starter Pack. While based on real challenges and
solutions, certain narrative liberties have been taken to emphasise disability-inclusive good
practices and effective measurement strategies. 

The purpose of these case studies is to: 

1.Demonstrate practical applications of the DIEM Starter Pack tools in a variety of
scenarios. 

2.Show how general emergency management practices can be adapted to include
people with disabilities and other at-risk groups. 

3.Provide measurable outcomes that illustrate the impact of inclusive practices. 
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About These Promising Practices

Key Notes to Keep in Mind

Adapted Details: While based on real challenges and solutions, some scenarios
include fictionalised or adjusted elements (e.g., locations, organisations, or specific
figures) to better illustrate key concepts. 

Alignment to DIEM Starter Pack: Every case study highlights how DIEM tools and
approaches can be applied to achieve inclusive and measurable outcomes. 

Focus on Disability Inclusion: Additional recommendations are provided to
ensure practices are inclusive and responsive to the needs of people with disability. 



The practices presented in this resource were carefully adapted to reflect the tools, principles,
and metrics outlined in the DIEM Starter Pack. This approach bridges the gap between
promising real-world practices and the measurable, systematic approaches needed to scale
and sustain disability-inclusive emergency management. 

A key reason for adapting these practices is that participants in the Disability Inclusive
Emergency Planning (DIEP) forums often described general and early-stage inclusive
emergency management approaches. While these practices demonstrated innovation and
collaboration, they were not always disability-specific nor measured. 
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Why We Adapted the Practices

The Adaptation Process

This process allowed us to: 

Emphasise disability-related considerations so the case studies provide actionable
recommendations to help organisations make their systems more inclusive. 

Meet organisations where they are by building on general practices and initial disability-
inclusive strategies. By aligning these with the DIEM Starter Pack, we aimed to make the
case studies more relatable and actionable, allowing stakeholders to see clear next steps
for their unique contexts. 



The practices highlight progress across six of the Eight Actions—Actions 2, 3, 4, 5, 6, and 8—
with many examples demonstrating innovation, collaboration, and leadership. However, two
critical gaps emerged during our analysis: 

1.    Limited Activity in Actions 1 and 7: 
Action 1: Name an Access Support Liaison was identified as the cornerstone of the
DIEM framework during the forums. This role is essential for coordinating and leading
disability-inclusive practices, yet evidence of formalisation remains limited. Without
this role, the other actions risk becoming fragmented or uncoordinated. 
Action 7: Accessible Help remains underdeveloped, with few examples of formal
systems to ensure people with disabilities can access timely and appropriate help
during emergencies. At the same time, disability representatives at the DIEP forums
consistently identified this as a critical and pressing concern.

2.    Lack of Measurement and Evidence of Impact:
 A recurring challenge across all actions was the absence of formal processes to measure
outcomes or assess the effectiveness of practices. While many stakeholders have initiated or
developed promising practices, the lack of measurement limits their ability to evaluate
progress, secure funding, or scale successful initiatives. This represents a significant barrier to
advancing along the DIEM Maturity Framework. 
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Key Reflections on DIEM Activity

Recognising these challenges, we adapted the practices in this resource to: 

Embed Measurement and Metrics: By incorporating monitoring frameworks and
specific outcome measures (e.g., evacuation times, accessible resources mobilised,
participant satisfaction), we demonstrate how stakeholders can evaluate and improve
their initiatives. 
Model Disability-Inclusive Good Practices: Recommendations and examples illustrate
how generic practices can be tailored to better address the needs of people with
disabilities, ensuring relevance and actionable insights for stakeholders. 
Illustrate the Use of DIEM Tools: Each practice aligns with specific tools and templates
from the DIEM Starter Pack, providing a clear pathway for replication, adaptation, and
scaling. 

These adaptations address systemic gaps, build capacity for disability inclusion, and provide
stakeholders with practical tools to strengthen their progress along the DIEM Maturity
Framework.

Our Approach to Addressing These Gaps
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This resource is designed to equip governments, emergency services, and partner
organisations with practical examples and insights to: 

1.Demonstrate Practical Applications: Showcase how DIEM Starter Pack tools can be
applied in real-world scenarios, offering actionable insights. 

2.Inspire Innovation: Provide examples of how stakeholders can adapt and scale inclusive
practices with a focus on measurable impact and sustainable change. 

3.Build Capacity for Disability Inclusion: Highlight practices that organisations can use to
embed disability inclusion into their emergency management systems. 

This resource supports organisations at all stages of their DIEM journey: 

"Initiate" Stage: Foundational case studies and piloted practices offer ideas to get
started with flexible, adaptable approaches. 

"Develop" Stage: Piloted practices provide innovative strategies to test, refine, and scale,
addressing gaps in systems and processes. 

"Lead" Stage: Documented practices offer mature, evidence-based examples that can be
embedded into systems for long-term, systemic change. 

Used alongside the DIEM Toolkit and the new DIEM Starter Pack, this resource enables
stakeholders to implement the Eight Actions in ways that are inclusive, effective, and tailored
to their communities. 
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Purpose of the Resource
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The Promising Practices Are For:
1.    Government and Emergency Services: Including emergency management agencies,
local councils, and public officials. 

2.    Cross-Sector Organisations and Community Partners: Including disability advocacy
groups, service providers (e.g., health, disability, aged care, and social welfare), and
community leaders. 

When used with the DIEM Starter Pack, the Promising Practices foster collaboration between
government and the disability sector, providing practical strategies to build safer, more
inclusive communities. 

Scope of the Resource
This resource reflects insights from 34 DIEP forums conducted across a select number of local
government areas in Australia. While these forums provide valuable examples of DIEM
implementation, they represent a small subset of the diverse range of stakeholders involved
in emergency management across the country. 

The examples highlight promising progress in disability-inclusive emergency management
while illustrating opportunities for further growth—particularly in: 

Formalising leadership roles, such as the Access Support Liaison (Action 1). 
Developing accessible help systems to ensure timely, appropriate support for people
with disabilities during emergencies (Action 7). 
Embedding measurement and evidence-based approaches to strengthen progress
along the DIEM Maturity Framework. 

These practices reflect the collective efforts of councils, service providers, disability-led
organisations, and community stakeholders, working together to build readiness and
resilience.

A Starting Point for Shared Learning and Innovation
The examples in this resource provide a starting point for collaboration and innovation. By
sharing these practices, we aim to foster a culture of shared learning across Australia,
where stakeholders can exchange successes, learn from challenges, and build on the efforts
of others. A dedicated platform for sharing and refining disability-inclusive emergency
management practices could enable organisations to scale solutions, adapt to local contexts,
and collectively advance inclusive practices nationwide. 
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Action 1: Name an Access
Support Liaison

Observation: This action is identified as the foundational enabler for the
DIEM framework, yet no documented or piloted practices or case studies
currently exist for it. 

Reflection: The absence of examples highlights a significant gap in
implementation. Participants in the DIEM forums identified this as the most
critical action, yet there is limited evidence of organisations formalising or
piloting this role. This suggests that organisations are struggling to formalise
leadership for disability inclusion, which may hinder the integration of
disability-inclusive practices across the other actions. 

Pathway to Getting Started:
To initiate Action 1, organisations should use the Access Support
Liaison Contact Card Template in the Starter Pack to formalise this role
within existing emergency management structures. 

Organisations can start by identifying a staff member or team to take on
this responsibility and integrating the role into local or regional
emergency management committees.

Training and resources should be provided to build capacity and ensure
the Liaison can effectively coordinate across sectors. 



Observation: The practices for Action 2 focus on partnership building and
resource sharing, with both documented and piloted examples. However,
several practices are generic and not inherently disability-specific. 

Reflection: This suggests that while organisations have made progress in
building partnerships and resource-sharing networks, there may be a need
to strengthen the focus on disability-specific resources and partnerships. 

Pathway to Getting Started:
Organisations in the "Initiate" stage can start by identifying key
stakeholders, including disability-led organisations, and including them
in existing networks. 

Use the Starter Pack’s directory entry form and light MOU template
to formalise partnerships and document available resources. 

To move to "Develop," organisations should focus on ensuring
directories include accessible resources like transport, assistive devices,
and sensory kits. 

14

Action 2: Build a Ready Partner
Network



Introduction: During a bushfire event in Bundaberg, Queensland, emergency services faced
significant delays in mobilising accessible transport and essential resources like generators
and medical equipment. A lack of formalised agreements between local service providers
created logistical challenges, leaving people with disabilities vulnerable during the emergency.

The Approach Taken: The local council initiated mutual aid agreements among disability
service providers, transport operators, and community organisations. These agreements
formalised resource sharing, including accessible vehicles, generators, and other vital assets,
under clear terms and conditions. The council developed a shared resource directory using
the light MOU template and directory entry form from the DIEM Starter Pack. 

To ensure readiness, the council also introduced transport and accommodation activation
scripts and conducted training sessions for key partners to clarify roles and responsibilities.
Routine testing ensured the rapid activation of these resources during emergencies.

Impact/Outcome: This initiative resulted in:
5 mutual aid agreements signed between local providers, strengthening partnerships.
A shared resource directory containing 12 accessible vehicles, 4 backup generators,
and 3 accessible accommodation providers.
During a subsequent bushfire, accessible transport was activated within an average
of 15 minutes, significantly reducing delays and ensuring the safe evacuation of people
with disabilities.
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Documented Practices

Strengthening Partnerships Through Local Mutual Aid Agreements



Alignment to the Eight Actions
Primary Action: Action 2: Build a Ready Partner Network – The establishment of mutual
aid agreements and the development of a shared resource directory reflect the core
principles of Action 2, demonstrating the importance of fostering collaboration and
formalising partnerships to ensure resource availability during emergencies. 

Secondary Actions:
Action 6: Accessible Transport and Accommodation Pathways – The inclusion of
accessible vehicles, backup generators, and accessible accommodation providers in
the shared resource directory ensures that transport and accommodation needs for
people with disabilities are prioritised and readily available during emergencies. 
Action 8: Inclusive Exercises – Conducting routine testing and training sessions for
partners highlights the importance of preparing stakeholders to activate resources
quickly and efficiently during a crisis. 
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Relevance:
This is a general emergency management practice that strengthens partnerships and
resource sharing across organisations, which benefits the broader community in
emergencies. However, it is not inherently disability-specific.

Relevance and Adaptation for Disability Inclusion:
To make this practice disability-inclusive: 

Ensure that mutual aid agreements prioritise accessible resources, such as wheelchair-
accessible vehicles, assistive technologies, backup power for medical devices, and sensory
kits. 
Actively involve disability-led organisations in partnership agreements to ensure lived
experience informs decision-making. 
Track outcomes that reflect disability-specific benefits, such as the number of disability-
specific resources mobilised or the number of people with disabilities supported during
emergencies. 



Introduction: In Tasmania, service providers faced resource shortages during emergencies,
particularly in accessing essential equipment, transport, and accommodation for people with
disabilities. This lack of coordination often resulted in duplicated efforts and unmet needs
during crises.

The Approach Taken: To address these challenges, the council piloted a mutual aid
programme to facilitate resource sharing between providers. Agreements were formalised
through light MOUs and supported by a shared directory of accessible transport,
accommodation, and equipment. The Access Support Liaison brokered connections between
providers, ensuring that agreements were in place before emergencies occurred.

The council also developed activation scripts to ensure that resources could be rapidly
mobilised when required. Routine testing and feedback loops helped refine the processes and
improve response times.

Impact/Outcome:
Over 10 resource-sharing agreements were established between local providers. 
During a recent storm, 3 accessible vehicles and 2 backup generators were shared
between organisations, ensuring uninterrupted services for people with disabilities. 
Providers reported that the resource-sharing system reduced delays in service
mobilisation by 25%, allowing them to meet critical needs more efficiently.

Alignment to the Eight Actions
Primary Action: Action 2: Build a Ready Partner Network – The mutual aid
programme, formalised through light MOUs and supported by a shared resource
directory, aligns with Action 2 by fostering collaboration and coordination between service
providers to ensure critical resources are available during emergencies. 

Secondary Actions:
Action 6: Accessible Transport and Accommodation Pathways – The shared
directory of accessible transport, accommodation, and equipment ensures that the
specific needs of people with disabilities are addressed during resource mobilisation
in emergencies. 
Action 8: Inclusive Exercises – Routine testing and feedback loops demonstrate the
importance of validating and refining resource-sharing processes to improve
response times and outcomes during emergencies. 
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Partnering for Resource Sharing During Emergencies
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Relevance:
This practice focuses on resource sharing between organisations during emergencies, which
benefits all community members but does not specifically address disability inclusion.

Relevance and Adaptation for Disability Inclusion:
To make this practice disability-specific: 

Include resources that specifically address the access and functional needs of people
with disabilities, such as mobility aids, communication devices, and accessible shelter
equipment. 
Develop activation scripts that ensure disability-related resources are prioritised during
emergencies. 
Engage disability advocates and people with lived experience to identify gaps in
current resource-sharing agreements. 



Introduction: In a remote community in Western Australia, emergency planners
found it difficult to maintain an up-to-date directory of local service providers and
their capabilities. This lack of regular collaboration reduced response efficiency
during emergencies.

The Approach Taken: To address this, the council introduced a local convening
cadence, scheduling regular low-burden sessions at community hubs to refresh
partner lists and update the shared directory. These sessions, often held at
Community Resource Centres, provided a space for local service providers,
community leaders, and emergency planners to share updates and discuss
coordination.

The Access Support Liaison facilitated these meetings, ensuring that any changes to
resources or agreements were logged in the directory and reflected in MOUs.

Impact/Outcome:
Quarterly partner meetings were held, ensuring the shared directory remained
current. 
20 partner organisations updated their directory entries, reflecting changes to
their capacity and availability. 
Emergency response times improved by 30%, as responders had access to
accurate information about local resources.
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Piloted Practices
Enhancing Preparedness with Local Convening Cadence



Alignment to the Eight Actions
Primary Action: Action 2: Build a Ready Partner Network – Establishing a local convening
cadence and maintaining an up-to-date directory of service providers directly supports
Action 2 by fostering ongoing collaboration, improving partner coordination, and ensuring
resource availability during emergencies. 

Secondary Actions:
Action 1: Name an Access Support Liaison – The involvement of the Access Support
Liaison in facilitating meetings and maintaining updated agreements highlights the
critical role of this position in coordinating cross-sector partnerships and resource
management. 
Action 8: Inclusive Exercises – Regular convening sessions create opportunities for
partners to discuss coordination, test their plans, and strengthen preparedness
through collaborative engagement. 
Action 7: Accessible Help – By regularly updating the shared directory of service
providers and their specific capabilities, this practice ensures that individuals with
disabilities can access timely and appropriate help during emergencies. 
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Relevance:
This practice establishes regular, low-burden meetings to keep partner networks and
resource directories up to date. While useful for emergency management, it does not
inherently focus on disability inclusion.

Relevance and Adaptation for Disability Inclusion:
To adapt this practice for disability inclusion: 

Ensure that disability-focused organisations are actively represented in the convening
sessions, such as advocacy groups, service providers, and lived experience
representatives. 
Use the meetings to specifically identify and address disability-related gaps in the
resource directory, such as accessible transport, assistive technologies, or caregivers. 
Include discussions on barriers to access faced by people with disabilities during
emergencies and develop collaborative solutions. 
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Case Studies

Introduction: In Joondalup, Western Australia, a disability service provider recognised the risk
of service interruptions during emergencies due to constrained access or staffing. This risk
was heightened for individuals who rely on consistent care and accessible spaces.

The Approach Taken: To address this, the provider established spare beds across multiple
houses and maintained two mutual aid hubs. Peer providers signed simple agreements to
share resources and staff when needed. The hubs were pre-staged with accessible spaces,
assistive technologies, and essential supplies, ensuring that resources could be activated
quickly during emergencies.

Impact/Outcome:
The mutual aid system was activated three times over six months, providing
uninterrupted care for individuals with disabilities. 
Two hubs with pre-staged resources ensured immediate support during crises. 
The shared agreements reduced response times and strengthened partnerships between
service providers. 

Alignment to the Eight Actions
Primary Action: Action 2: Build a Ready Partner Network – The mutual aid
agreements and partnerships between peer providers demonstrate the importance of
building a strong network of collaborative partners to ensure resource sharing and
continuity of care during emergencies. 

Secondary Actions:
Action 6: Accessible Transport and Accommodation Pathways – The pre-staged
mutual aid hubs with accessible spaces and assistive technologies support emergency
accommodation and care for individuals with disabilities. 
Action 5: Predictable Evacuation and Relief Centres – The hubs and spare beds
provide predictable, accessible spaces that ensure continuity of care during
emergencies. 

Spare Beds and Mutual Aid Hubs for Continuity
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Introduction: In Bendigo, Victoria, a cluster of councils found that sharing expertise and
capacity across shires could overcome resource limitations during emergencies. This
collaborative approach was especially valuable in remote areas where individual councils
often worked in isolation.

The Approach Taken: The councils developed informal pipelines for mutual aid, enabling
quick activation of support when one council’s capacity was stretched. This included sharing
staff, expertise, and resources, such as accessible transport and accommodation options,
through phone calls and pre-arranged agreements. 

Impact/Outcome: 
Five mutual aid activations occurred during a recent bushfire season, ensuring timely
support for communities in need. 
Average response times for resource mobilisation were reduced by 40%, improving
outcomes for people requiring immediate assistance. 
Participants reported reduced duplication of efforts and stronger regional collaboration. 

Alignment to the Eight Actions 
Primary Action: Action 2: Build a Ready Partner Network – The mutual aid pipelines
and pre-arranged agreements exemplify how councils can collaborate to share resources,
staff, and expertise, ensuring a robust network for emergency response. 

Secondary Actions:
Action 6: Accessible Transport and Accommodation Pathways – The inclusion of
accessible transport and accommodation options in the mutual aid agreements
supports the development of reliable pathways for evacuations and emergency
housing. 
Action 5: Predictable Evacuation and Relief Centres – By addressing resource gaps
and improving coordination, the councils help ensure that relief centres and
evacuation efforts are predictable and meet the needs of the community, including
people with disabilities. 

Leaning Into the Cluster — Mutual Support Across Council
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Action 3: Person-Centred
Emergency Preparedness (P-CEP)

Observation: This action has strong representation in both documented
and case study practices, with significant focus on P-CEP facilitation clinics,
training, and tailored planning. Many case studies highlight the
development of personalised plans that address specific needs, such as
non-apparent disabilities and cognitive impairments. 

Reflection: This suggests that Action 3 has been a core focus for DIEM
development, with organisations recognising the value of empowering
individuals to take control of their preparedness. However, there is an
opportunity to further integrate the lessons learned into organisational
systems (e.g., SOPs, templates, and policies). 

Pathway to Getting Started:
Organisations in the "Initiate" stage can begin with P-CEP clinics by
using the Starter Pack’s P-CEP clinic setup guide and identifying trusted
facilitators. 

To progress to the "Develop" stage, organisations can use aggregate
insights from P-CEP sessions to inform community-level planning and
update SOPs. 
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Introduction: In Hinchinbrook, Queensland, a lack of personalised emergency plans left many
people with disabilities feeling unprepared for disasters like cyclones and floods. This gap
presented challenges not only for individuals but also for emergency responders, who
struggled to meet the specific needs of some residents during past emergencies.

The Approach Taken: To address this, the local council worked with libraries, neighbourhood
centres, and disability advocacy groups to deliver Person-Centred Emergency Preparedness
(P-CEP) clinics. These clinics were held in familiar, accessible venues and focused on helping
individuals identify their access and functional needs, assess risks, and develop personalised
emergency plans. 

Participants were encouraged to create their plans with the involvement of family members,
carers, and service providers to ensure they were practical and actionable. The council used
templates from the DIEM Starter Pack, including the P-CEP clinic setup guide, referral
prompts, and SOP update templates, to standardise the process. Insights collected from the
clinics were routed to the Access Support Liaison, who worked with emergency planners to
address systemic gaps identified during the sessions.

Impact/Outcome: 
This initiative led to:

15 P-CEP clinics held across 10 local hubs in six months.
75 individuals creating tailored emergency plans with the support of facilitators and
carers.
Aggregate insights from the clinics identified gaps in accessible transport and
communication, which were addressed in updated emergency management plans.

Documented Practices

Empowering Communities Through Local Planning Clinics 
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Alignment to the Eight Actions
Primary Action: Action 3: Person-Centred Emergency Preparedness (P-CEP) – The
delivery of P-CEP clinics and the development of personalised emergency plans directly
align with Action 3 by empowering individuals with disabilities to identify their access and
functional needs, assess risks, and create actionable plans. 

Secondary Actions:
Action 7: Accessible Help – By involving family members, carers, and service
providers in the planning process, this practice ensures that individuals with
disabilities have the necessary support to access help during emergencies. 
Action 4: Inclusive Communications – The identification and resolution of gaps in
accessible communication, as part of updating emergency management plans,
supports the goal of ensuring inclusive communication for people with disabilities. 
Action 1: Name an Access Support Liaison – The role of the Access Support Liaison
in routing insights from clinics and coordinating with emergency planners highlights
the importance of having a designated leader to address systemic gaps and drive
inclusive planning. 
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Go Packs Deliver Confidence and Readiness 
Introduction: In rural Tasmania, people with disabilities often lacked the essentials
needed to evacuate quickly during emergencies, such as communication tools,
medications, and key contacts. This increased their vulnerability during disasters.

The Approach Taken: To support personal preparedness, the council partnered
with local service providers to distribute Go Packs. These simple, easy-to-carry kits
were tailored to individual needs and included essential items like medication lists,
communication boards, and emergency contacts. The packs also contained
accessible messaging inserts with Easy English instructions and visual prompts to
ensure usability for people with cognitive impairments.

The Access Support Liaison coordinated training for library and community hub
staff on how to promote the Go Packs and assist residents in using them.

Impact/Outcome:
300 Go Packs distributed to individuals with disabilities across the region.
Follow-up surveys revealed that 85% of recipients felt more confident about
evacuating during emergencies.
Families and carers noted that the Go Packs were instrumental in creating a
sense of security and preparedness.

Alignment to the Eight Actions
Primary Action: Action 3: Person-Centred Emergency Preparedness (P-CEP) –
The distribution of Go Packs tailored to individual needs directly aligns with
Action 3 by enhancing personal preparedness for people with disabilities and
empowering them with the tools and information needed to respond during
emergencies. 

Secondary Actions:
Action 7: Accessible Help – The Go Packs, which include essential
communication tools and medication lists, ensure that individuals with
disabilities can access help more effectively during emergencies by providing
responders with critical information. 
Action 4: Inclusive Communications – The accessible messaging inserts,
including Easy English instructions and visual prompts, support inclusive
communication for people with cognitive impairments, ensuring that the
packs are usable and effective for a wide range of individuals. 
Action 1: Name an Access Support Liaison – The Access Support Liaison’s
role in coordinating training for community hub staff underscores the
importance of leadership in promoting the effective use of the Go Packs and
supporting broader preparedness efforts. 



Introduction: In Bendigo, Victoria, staff in family services and housing sectors
reported a lack of confidence in supporting individuals with disabilities to create
personalised emergency plans.

The Approach Taken: To build capacity, the council delivered P-CEP training
sessions to staff. The training focused on helping individuals identify their support
needs, understand their risks, and link to formal and informal supports. Staff were
provided with tools from the DIEM Starter Pack, including the P-CEP clinic setup
guide and SOP update prompts, to guide their work. 

Impact/Outcome:
30 staff members were trained, enabling them to facilitate P-CEP sessions. 
Within three months, 15 families had developed personalised emergency plans
with support from trained staff. 
Staff reported a 40% increase in confidence in their ability to assist clients with
emergency preparedness.

Alignment to the Eight Actions
Primary Action: Action 3: Person-Centred Emergency Preparedness (P-CEP) –
The focus on training staff to help individuals develop personalised emergency
plans directly supports the implementation of P-CEP, empowering people with
disabilities to identify their needs and risks and create tailored plans. 

Secondary Actions:
Action 7: Accessible Help – By equipping staff with the skills and tools to
support individuals with disabilities, this practice strengthens systems that
ensure timely and appropriate assistance during emergencies. 
Action 1: Name an Access Support Liaison – The integration of tools like
SOP update prompts from the DIEM Starter Pack suggests the involvement of
a designated Access Support Liaison or similar role to coordinate P-CEP
implementation across family services and housing sectors. 
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Case Studies

P-CEP Training Across Family Services and Housing



Introduction: In Launceston, Tasmania, facilitators working in P-CEP clinics
recognised that people with disabilities often struggled to articulate their needs
during emergency planning sessions. As a result, critical gaps in planning sometimes
went unaddressed.

The Approach Taken: A skilled facilitator used open-ended questions, practical
prompts, and active listening techniques to help participants surface unrecognised
needs. Plans were organised into grab-and-go folders for participants to share with
carers and emergency responders. 

Impact/Outcome:
Over 20 P-CEP clinics were facilitated, resulting in 75 tailored plans. 
Participants reported feeling empowered to share their plans with carers and
responders. 
100% of plans were kept up-to-date, ensuring readiness for emergencies.

Alignment to the Eight Actions
Primary Action: Action 3: Person-Centred Emergency Preparedness (P-CEP) –
The facilitation of P-CEP clinics to create tailored plans directly supports the
development of person-centred emergency preparedness, ensuring that people
with disabilities can articulate and address their unique needs during
emergencies. 

Secondary Actions:
Action 7: Accessible Help – By equipping participants with grab-and-go
folders to share with carers and responders, this practice ensures that
individuals with disabilities receive appropriate and timely assistance during
emergencies. 
Action 1: Name an Access Support Liaison – The coordination of P-CEP
clinics and the emphasis on maintaining up-to-date plans suggest potential
involvement of an Access Support Liaison or a similar role to ensure ongoing
support and plan management.
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Listening for What’s Not Said (Co-Design Facilitation)



Introduction: In Byron, New South Wales, an emergency responder from the Rural
Fire Service (RFS) realised that generic public advice often fell short for people with
disabilities, leaving them uncertain about how to evacuate safely.

The Approach Taken: The responder shifted their approach from providing general
advice to offering personalised planning. This included discussing specific needs,
such as accessible toilets, boarding arrangements, and onward transportation. The
responder also worked with individuals and their carers to create tailored plans that
reflected their circumstances.

Impact/Outcome:
10 individuals developed evacuation plans that accounted for their specific
needs. 
Early evacuation cues were successfully activated for 80% of participants during
a subsequent fire event. 
Participants reported feeling more confident and supported in their ability to
evacuate safely. 

Alignment to the Eight Actions
Primary Action: Action 3: Person-Centred Emergency Preparedness (P-CEP) –
Shifting from generic advice to personalised planning aligns with the principles of
P-CEP by ensuring that emergency response plans address the specific needs,
risks, and circumstances of individuals with disabilities. 

Secondary Actions:
Action 7: Accessible Help – By tailoring evacuation plans and providing early
evacuation cues, this practice ensures that individuals with disabilities receive
proactive and appropriate support during emergencies. 
Action 6: Accessible Transport and Accommodation Pathways – The
inclusion of specific considerations like boarding arrangements and onward
transportation highlights the importance of accessible pathways for
evacuations. 
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From Generic Advice to Personalised Planning (RFS Perspective)



Introduction: In Fairfield, New South Wales, emergency planners recognised that
individuals with non-apparent disabilities—such as neurodivergence, sensory
impairments, and chronic health conditions—were often overlooked during
evacuation planning.

The Approach Taken: Staff worked directly with individuals to identify hidden or
non-apparent needs and create evacuation plans that considered step-free routes,
carers, assistance animals, and medical equipment. Plans were stored in grab-and-
go folders and regularly updated.

Impact/Outcome: 
40 personalised evacuation plans were developed over six months. 
Feedback highlighted that participants felt more confident knowing their unique
needs had been considered in the plans. 
Emergency centre staff reported fewer delays in supporting evacuees, as plans
were readily available and up-to-date. 

Alignment to the Eight Actions
Primary Action: Action 3: Person-Centred Emergency Preparedness (P-CEP) –
Developing personalised evacuation plans for individuals with non-apparent
disabilities directly supports Action 3 by addressing unique needs such as step-
free routes, carers, assistance animals, and medical equipment, empowering
individuals to evacuate safely. 

Secondary Actions:
Action 7: Accessible Help – The grab-and-go folders with detailed plans
ensure that emergency responders and carers have immediate access to
critical information, facilitating timely and appropriate assistance for
individuals with non-apparent disabilities. 
Action 5: Predictable Evacuation and Relief Centres – The availability of
detailed, up-to-date evacuation plans ensures that evacuation procedures are
predictable and tailored to the specific needs of individuals, reducing delays
and improving outcomes during emergencies. 
Action 6: Accessible Transport and Accommodation Pathways – By
addressing step-free routes, carers, assistance animals, and medical
equipment, the practice supports the creation of accessible evacuation
pathways and ensures that transportation and accommodation options are
planned with accessibility in mind. 
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Individual Evacuation Planning With “Non-Apparent” Needs
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Action 4: Inclusive
Communications

Observation: This action has strong representation, with documented,
piloted, and case studies focusing on multi-channel communication,
cultural awareness, and accessible messaging. However, some practices
(e.g., dashboards and resilience hubs) are broad in scope, offering valuable
foundations that can be further tailored to address the specific needs of
people with disability. 

Reflection: Organisations have made significant progress in developing
inclusive communication systems that address the diverse needs of
people with disabilities. However, there is room to expand the focus on low-
tech communication methods and ensure these systems are embedded
into broader emergency management workflows. 

Pathway to Getting Started:
Organisations can begin with the Inclusive Communications Annex
from the Starter Pack to identify gaps in current communication
systems. 

Training for staff and communication partners on accessible messaging
and cultural awareness can help organisations move from "Initiate" to
"Develop."



Introduction: In Mount Gambier, South Australia, a severe storm caused widespread power
and internet outages, leaving many residents unable to access critical emergency information.
This disproportionately affected people with disabilities who relied on accessible formats for
communication and who were vulnerable to isolation during emergencies.

The Approach Taken: The local emergency management team developed an accessible
multi-channel communications strategy to address this issue. Emergency messages were
created in Easy English, Auslan videos with captions, and translated/local language
audio formats. These messages were distributed through a variety of channels, including
social media, community radio, posters, and resilience hubs. 

Low-tech communication methods, such as noticeboards and phone trees, ensured that
information could still reach residents without digital access during outages. The Access
Support Liaison gathered feedback from community members with disabilities to improve
the clarity and accessibility of the messages. Public Information teams updated their
communications annex and tested the deployment of low-tech channels to ensure
readiness for future events.

Impact/Outcome: This approach resulted in:
Emergency alerts being delivered to 95% of the community in accessible formats.
20 interpreter activations to assist individuals with hearing impairments during the
storm.
The activation of low-tech communication channels like radio and posters ensured that
information reached over 1,000 residents during power outages

32

Documented Practices

Keeping Everyone Informed with Accessible Multi-Channel
Communications 



Alignment to the Eight Actions
Primary Action: Action 4: Inclusive Communications – Developing an accessible multi-
channel communications strategy, including Easy English materials, Auslan videos, and
low-tech methods like noticeboards and phone trees, directly supports Action 4 by
ensuring emergency information is accessible to all, particularly people with disabilities. 

Secondary Actions:
Action 1: Name an Access Support Liaison – The Access Support Liaison’s role in
gathering feedback and improving message clarity highlights the importance of
having a dedicated leader to champion inclusive communication practices and ensure
ongoing improvements
Action 7: Accessible Help – The activation of interpreters and the use of accessible
communication formats ensure that people with disabilities receive timely and
appropriate assistance during emergencies. 
Action 8: Inclusive Exercises – Testing the deployment of low-tech communication
channels demonstrates the importance of validating communication systems to
ensure their effectiveness during emergencies. 
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Introduction: During a prolonged power outage in Mount Gambier, South Australia,
residents struggled to access real-time emergency updates. For people with disabilities, the
lack of accessible and reliable information created significant challenges in understanding
evacuation routes and available resources.

The Approach Taken: The local council developed emergency information dashboards—a
centralised, accessible "point of truth" for emergency updates. These dashboards were paired
with resilience hubs, such as libraries and community centres, equipped with backup power
and internet connectivity to ensure access during outages. 

The dashboards provided emergency instructions in Easy English, translated languages, and
Auslan videos with captions. Additionally, low-tech options, including printed materials and
posters at hubs, ensured information reached those without digital access. Training was
provided to hub staff on how to manage inbound queries and assist people with disabilities
during emergencies.

Impact/Outcome: When the system was activated during a subsequent power outage:
3 resilience hubs were activated with backup power and accessible resources.
1,500 people accessed the dashboards, and over 600 people used the hubs to charge
devices and access internet services.
80% of surveyed users reported that the hubs helped them stay informed and
connected during the outage.

Alignment to the Eight Actions:
Primary Action: Action 4: Inclusive Communications.
Secondary Actions: Action 5: Predictable Evacuation and Relief Centres; Action 7:
Accessible Help.
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Centralised Emergency Information Through
Dashboards and Resilience Hubs 
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Relevance:
While the concept of dashboards and resilience hubs is broadly applicable to emergency
management, it is not inherently tailored to disability inclusion.

Relevance and Adaptation for Disability Inclusion:
To make this practice disability-specific: 

Ensure that dashboards display information in accessible formats, such as Easy English,
Auslan videos, captions, and screen-reader-friendly text. 
Equip resilience hubs with assistive technologies, such as screen readers, hearing loops,
and tactile maps, to ensure accessibility for people with disabilities. 
Train hub staff to provide disability-sensitive support to community members seeking
assistance during emergencies. 



Introduction: In Sunshine Coast, Queensland, relief centre staff and volunteers
struggled to communicate effectively with culturally diverse evacuees and individuals
in the Deaf community during a recent flood. Miscommunication and
misunderstandings led to delays in providing essential support.

The Approach Taken: To improve inclusion across the community, the council
organised Deaf and cultural awareness training for emergency responders and
relief centre staff. The training sessions, designed with input from cultural leaders
and disability advocates, focused on improving communication skills and
understanding the needs of diverse populations.

The council incorporated the accessible communications annex and training
prompts from the DIEM Starter Pack to structure the sessions. Staff were also
trained to activate interpreter services when needed and use culturally appropriate
referral scripts.

Impact/Outcome:
20 training sessions delivered, improving the skills of over 100 staff and
volunteers.
15 interpreter activations were successfully conducted during the next
emergency, ensuring effective communication for people with hearing
impairments.
Participants reported a 40% improvement in confidence when working with
culturally diverse and Deaf evacuees.

Alignment to the Eight Actions:
Primary Action: Action 4: Inclusive Communications.
Secondary Actions: Action 8: Inclusive Exercises; Action 3: Person-Centred
Emergency Preparedness (P-CEP).
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Piloted Practices

Training for Deaf and Cultural Awareness



Introduction: In Byron, New South Wales, emergency responders realised that
digital communication, while effective for some, often left others—particularly
people with disabilities—disconnected during emergencies.

The Approach Taken: The team implemented a multi-channel
communication strategy, combining text messages and emails with door-to-
door visits for individuals who could not access digital platforms. Consent-
based communication preferences were recorded in advance, and staff used a
two-line routing script to coordinate in-person follow-ups where needed.

Impact/Outcome:
50% of communications during a recent storm involved in-person visits,
ensuring no one was left behind. 
12 referrals were routed to appropriate services, including transport and
shelter. 
Feedback from participants highlighted that human contact during
emergencies reassured them and ensured access to support.
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Case Studies

Know Your Clients — Go in Person When Digital Fails



Introduction: In Byron, New South Wales, an emergency manager recognised
that complex jargon often hindered communication with people with
disabilities, leading to misunderstandings during emergency planning sessions.

The Approach Taken: The manager adopted plain English prompts and
active listening techniques to build trust and improve communication.
Accessible messaging materials were co-designed with people with disabilities
to ensure clarity and inclusivity.

Impact/Outcome:
Over 30 individuals participated in emergency planning sessions that used
plain language and accessible communication tools. 
Feedback showed a 25% increase in comprehension of emergency
instructions among participants compared to previous sessions.

Alignment to the Eight Actions
Primary Action: Action 4: Inclusive Communications – The use of plain
English prompts, active listening techniques, and co-designed accessible
messaging directly supports more inclusive communication, ensuring that
emergency plans and instructions are clear and understandable for people
with disabilities. 

Secondary Actions:
Action 3: Person-Centred Emergency Preparedness (P-CEP) – The
focus on improving communication during emergency planning sessions
allows individuals with disabilities to better understand and actively
participate in the development of their own preparedness plans. 
Action 7: Accessible Help – By improving comprehension of emergency
instructions, this practice ensures that individuals with disabilities are
better equipped to access the support they need during emergencies. 
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Shared Language and Active Listening in Emergency Management



Introduction: A Deaf resident in Bendigo, Victoria, faced challenges accessing
interpreters during emergencies. They noted that using the term “disability” often
created barriers to accessing services, as it didn’t reflect their identity or lived
experience. 

The Approach Taken: Emergency responders updated their SOPs to include
interpreter activation cues and plain English prompts. These protocols ensured
that individuals could access interpreters without needing to identify as disabled.
Training was also provided to staff to understand Deaf culture and respond
appropriately to communication needs.

Impact/Outcome: 
15 interpreter activations were recorded during recent emergencies, ensuring
effective communication for Deaf individuals. 
SOPs were updated to clarify prompts for activating interpreters, improving
consistency in service delivery. 
Participants reported feeling respected and valued, with one individual saying, "I
received the support I needed without being labelled in a way that didn’t fit who I am." 

Alignment to the Eight Actions 
Primary Action: Action 4: Inclusive Communications – Updating SOPs to
include interpreter activation cues, plain English prompts, and training on Deaf
culture directly supports inclusive communication by addressing the unique
needs of Deaf individuals and ensuring they have equitable access to critical
information during emergencies. 

Secondary Actions:
Action 7: Accessible Help – The activation of interpreters and tailored
communication protocols ensures that Deaf individuals can access timely and
appropriate assistance during emergencies. 
Action 8: Inclusive Exercises – Training emergency responders to
understand Deaf culture and practice effective communication methods
aligns with the goal of fostering preparedness and inclusivity through training
and drills. 
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Deaf Culture — Access Supports Without the Disability Label
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Action 5: Predictable
Evacuation and Relief Centres

Observation: Practices for this action include audits, accessibility kits,
and sensory spaces, with a combination of documented, piloted, and case
studies. The focus has been on improving the physical accessibility of relief
centres and creating inclusive environments. 

Reflection: This action demonstrates significant progress, with evidence of
practical, disability-specific interventions that improve accessibility and
reduce distress for evacuees with disabilities. However, there is an
opportunity to formalise these practices further and ensure consistent
implementation across all relief centres. 

Pathway to Getting Started:
Organisations in the "Initiate" stage can conduct accessibility audits
using the Centre Readiness Checklist from the Starter Pack and stage
basic accessibility kits.

 
To advance to "Develop", organisations should train centre staff on
deploying accessibility resources and conduct pre-season walkthroughs
to identify gaps.



Introduction: During previous emergency events, evacuation centres in South Australia
struggled to meet the diverse needs of people with disabilities. Common challenges included
inaccessible facilities, inadequate signage, and a lack of sensory spaces or essential
equipment, leading to distress for evacuees with disabilities.

The Approach Taken: To address these challenges, the council conducted accessibility
audits across all evacuation centres, identifying gaps in entryways, hygiene facilities, and
signage. They also developed and implemented minimum accessibility kits, which included
sensory aids, transfer boards, communication boards, and charging stations for medical
devices. 

The council used the centre readiness checklist and accessibility kit list from the DIEM
Starter Pack to guide this process. Accessibility kits were staged at key centres, and staff were
trained to deploy them quickly when needed. Additionally, a system was established for
ongoing audits to ensure readiness.

Impact/Outcome: This approach achieved:
12 accessibility audits conducted across local evacuation centres, identifying and
addressing gaps in accessibility.
6 accessibility kits staged at centres, ensuring they were ready for immediate
deployment.
Post-emergency surveys showed that 90% of evacuees with disabilities felt the centres
provided a safe and accessible environment.

Alignment to the Eight Actions:
Primary Action: Action 5: Predictable Evacuation and Relief Centres.
Secondary Actions: Action 8: Inclusive Exercises; Action 4: Inclusive Communications.
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Documented Practices

Relief Centres Ready for All



Introduction: In Katherine, Northern Territory, past emergencies revealed that shelters often
lacked basic accessibility features, such as ramps, accessible toilets, and clear signage. These
oversights caused significant challenges for people with disabilities and their carers during
evacuations.

The Approach Taken: In preparation for the next cyclone season, the council introduced pre-
season shelter accessibility walkthroughs. Teams, including the Access Support Liaison
and disability advocates, conducted audits using the centre readiness checklist from the
DIEM Starter Pack. These walkthroughs identified gaps and immediate fixes, such as adding
temporary ramps, updating signage, and ensuring enough power outlets for mobility devices.

To ensure sustainability, the council committed to conducting these audits annually and
documenting improvements in "what we changed" notes to share with the community.

Impact/Outcome:
10 shelters audited before the cyclone season, with all identified gaps addressed
through quick fixes.
5 shelters received accessibility upgrades, including ramps, clear signage, and sensory-
friendly spaces.
Feedback from evacuees revealed that 90% of users felt the shelters were more inclusive
and accessible compared to previous emergencies.

Alignment to the Eight Actions:
Primary Action: Action 5: Predictable Evacuation and Relief Centres.
Secondary Actions: Action 8: Inclusive Exercises.
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Pre-Season Shelter Accessibility Walkthroughs



Introduction: In Plympton, South Australia, previous emergencies revealed that relief centres
were not adequately equipped to support people with autism or sensory sensitivities. The
loud and chaotic environment often caused distress for individuals and their families, making
it difficult for them to remain in the centres.

The Approach Taken: The council collaborated with disability advocates to introduce quiet
rooms and sensory kits to evacuation centres. Quiet rooms were equipped with partitions
to reduce noise and ensure privacy, while sensory kits included noise-cancelling headphones,
weighted blankets, and fidget tools. The project utilised the centre readiness checklist and
sensory items list from the DIEM Starter Pack to guide implementation. 

Centre staff were also trained to set up quiet rooms and distribute sensory kits as part of
initial centre activation. Regular walkthroughs and updates ensured that the spaces were
ready for use at a moment’s notice.

Impact/Outcome:
4 quiet rooms were set up within 30 minutes during a recent evacuation.
20 sensory kits were deployed to families in need, helping reduce anxiety and distress.
Post-event feedback showed that 100% of families using the quiet rooms felt they
were better able to cope with the emergency.

Alignment to the Eight Actions:
Primary Action: Action 5: Predictable Evacuation and Relief Centres.
Secondary Actions: Action 8: Inclusive Exercises.
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Piloted Practices

Quiet Rooms and Sensory Kits Transform Relief Centres 
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Introduction: In Ballarat, Victoria, Emergency Relief Centres (ERCs) were often
overwhelmed during emergencies, with evacuees staying longer than anticipated due
to a lack of onward movement planning.

The Approach Taken: The ERC was reframed as a temporary pit stop, providing a
place for evacuees to rest, access water, and plan their next steps. Transport and
accommodation pathways were activated quickly, ensuring evacuees could move to
longer-term safe locations.

Impact/Outcome:
Onward movements were arranged for 95% of evacuees within three hours of
their arrival at the ERC. 
ERC staff reported improved functionality and reduced overcrowding, enabling
better support for all evacuees.

Alignment to the Eight Actions
Primary Action: Action 5: Predictable Evacuation and Relief Centres –
Reframing the ERC as a temporary pit stop and ensuring efficient onward
movement planning directly supports the goal of creating predictable and
functional evacuation and relief centres that meet the needs of all evacuees. 

Secondary Actions:
Action 6: Accessible Transport and Accommodation Pathways – The
activation of transport and accommodation pathways ensures a smooth
transition for evacuees, including those with disabilities, to reach longer-term
safe locations. 
Action 2: Build a Ready Partner Network – Coordinating the quick
activation of transport and accommodation pathways highlights the
importance of partnerships between the ERC, transport providers, and
accommodation services. 

Case Studies

ERC as Pit Stop — Brief Respite, Plan Onward
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Introduction: In Southern Downs, Queensland, a lack of accessible accommodation
often delayed evacuations for people with disabilities. This was exacerbated by the
absence of pre-validated options that could meet access and functional needs.

The Approach Taken: During a P-CEP clinic, an accessible house was identified as a
potential evacuation resource. The council partnered with local organisations to audit
the property, validate its features, and include it in an opt-in contact list. Light
MOUs were developed to formalise triggers for activation, cost recovery, and support
for carers and assistance animals.

Impact/Outcome: 
Five validated accommodation options were added to the emergency directory. 
During a severe storm, accessible accommodation was provided for three
individuals with disabilities within two hours of the evacuation order being
issued. 
Feedback from evacuees highlighted improved safety and dignity during their
stay. 

Alignment to the Eight Actions: 
Primary Action: Action 5: Predictable Evacuation and Relief Centres. 
Secondary Actions: Action 6: Accessible Transport and Accommodation
Pathways. 

Discovering and Validating Accessible Accommodation



46

Action 6: Accessible Transport
and Accommodation Pathways

Observation: This action is well-represented, with numerous documented
and case study examples focusing on transport activation scripts,
accessible transport pathways, and validated accommodation. These
practices demonstrate strong alignment with disability-specific needs. 

Reflection: Organisations have made significant progress in establishing
accessible transport systems and accommodation pathways. These
practices show evidence of innovation and practical results, but they still
require broader scaling and formalisation in some areas to reach the
"Lead" stage. 

Pathway to Getting Started:
Use the Transport Activation Script and Accommodation Pathways
Template from the Starter Pack to identify and formalise accessible
transport and accommodation resources. 

Conduct regular scenario testing to refine activation triggers and ensure
readiness during emergencies.
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Introduction: During a tropical cyclone in Darwin, Northern Territory, the lack of pre-arranged
accessible transport options caused delays in evacuating people with disabilities. Many
evacuees struggled to find suitable transport, and some were left waiting for hours without
assistance.

The Approach Taken: To address this issue, local authorities established accessible
transport pathways in collaboration with transport providers and disability service
organisations. These pathways included pre-arranged agreements for accessible vehicles and
trained drivers, as well as transport activation scripts to ensure rapid deployment when
needed. 

The Access Support Liaison ensured that carers, assistance animals, and medical devices
were considered in transport planning. Regular drills and scenario testing were conducted to
ensure the efficiency of activation protocols.

Impact/Outcome: During the next tropical cyclone event:
10 accessible vehicles were activated within 15 minutes of the evacuation order.
Evacuees with disabilities were transported to safety without delays, with zero incidents
of transfer-related injuries.
Feedback from evacuees highlighted the importance of including carers and assistance
animals in the process, increasing trust in the emergency response system.

Alignment to the Eight Actions:
Primary Action: Action 6: Accessible Transport and Accommodation Pathways.
Secondary Actions: Action 2: Build a Ready Partner Network; Action 8: Inclusive Exercises.

Documented Practices

Rapid and Reliable Evacuations with Accessible Transport 
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Introduction: During a heavy rain event in Launceston, Tasmania, local emergency services
experienced challenges in evacuating residents with disabilities due to a lack of pre-arranged
accessible transport options. This resulted in delays and confusion, leaving some community
members stranded in unsafe conditions.

The Approach Taken: The council collaborated with transport providers, disability service
organisations, and community groups to establish accessible transport pathways. These
included agreements with providers for pre-booked accessible vehicles, transport activation
scripts, and protocols to ensure smooth coordination during emergencies. 

The Access Support Liaison played a critical role in ensuring that plans included provisions
for carers, assistance animals, and medical equipment. Regular scenario testing was
conducted to identify potential gaps and refine the process.

Impact/Outcome: When the region experienced another severe storm:
8 accessible vehicles were activated within 20 minutes of the evacuation order.
100% of evacuees with disabilities were transported to safe locations on time.
Feedback from evacuees and carers highlighted the importance of pre-arranged
transport, with one participant noting, "It was a relief to know that my wheelchair and carer
were included in the plan."

Alignment to the Eight Actions:
Primary Action: Action 6: Accessible Transport and Accommodation Pathways.
Secondary Actions: Action 2: Build a Ready Partner Network; Action 8: Inclusive Exercises.

Rapid Evacuations with Accessible Transport Pathways
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Introduction: In Devonport, Tasmania, people with disabilities and their carers often faced
difficulties accessing suitable short-stay accommodation during emergencies. Many available
options did not meet accessibility standards, leaving evacuees without safe and comfortable
places to stay.

The Approach Taken: The council created accessible accommodation pathways by
collaborating with local hotels, motels, and disability housing providers. These partnerships
were formalised through light MOUs, and an alternative accommodation activation
script was developed to ensure quick access during emergencies. 

The Access Support Liaison maintained a detailed directory of accommodation providers,
including information about accessibility features such as step-free access, accessible
bathrooms, and power supplies for medical devices. Routine checks were conducted to
ensure agreements remained up to date, and any gaps were addressed through additional
partnerships.

Impact/Outcome:
8 accessible accommodation providers signed agreements to reserve rooms for
emergency use. 
During a regional flood, 12 people with disabilities were safely accommodated in pre-
arranged facilities within four hours of the evacuation order. 
Evacuees reported a 95% satisfaction rate with the accessibility and quality of the
accommodation provided.

Alignment to the Eight Actions: 
Primary Action: Action 6: Accessible Transport and Accommodation Pathways. 
Secondary Actions: Action 5: Predictable Evacuation and Relief Centres; Action 2: Build a
Ready Partner Network.

Pre-Arranged Accommodation for Safe Evacuations
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Introduction: In Cairns, Queensland, a sudden flood left several vulnerable residents
stranded due to inadequate transport coordination. Emergency services struggled to locate
accessible vehicles and arrange for trained drivers, leading to delays in evacuation efforts.

The Approach Taken: The local council collaborated with transport providers to create
transport activation scripts and pre-arranged accessible transport pathways.
Agreements were formalised with local transport companies, ensuring access to wheelchair-
accessible vehicles. Additionally, training was provided to drivers on supporting people with
mobility impairments and their carers during evacuations.

The Access Support Liaison coordinated the transport activation process, ensuring that
triggers, such as flood warnings, were clearly defined and acted upon. Regular drills were
conducted to test the system, refine procedures, and improve response times.

Impact/Outcome: When the next flood occurred:
6 accessible vehicles were activated within 10 minutes of the flood warning.
100% of residents with disabilities who needed evacuation reached safe locations on
time.
Feedback highlighted the value of having trained drivers who could assist with mobility
challenges, increasing evacuee comfort and safety.

Alignment to the Eight Actions:
Primary Action: Action 6: Accessible Transport and Accommodation Pathways.
Secondary Actions: Action 2: Build a Ready Partner Network; Action 8: Inclusive Exercises.

Rapid Activation of Accessible Transport During Floods
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Introduction: In Darwin, Northern Territory, emergency responders arranging
air evacuations for remote communities often faced challenges ensuring that
transport was accessible and safe for people with disabilities.

The Approach Taken: Duty officers prioritised high-wing aircraft with
ramped boarding to reduce the risk of manual handling injuries for individuals
with mobility impairments. Pre-arranged agreements with airlines and charter
services included specific accessibility requirements, ensuring that equipment
like assistive devices could be safely transported.

Impact/Outcome: 
Three air evacuations were successfully carried out using accessible
aircraft during the cyclone season. 
Manual handling injuries were completely avoided during these
evacuations. 
Evacuees reported improved confidence and dignity during the process. 

Alignment to the Eight Actions
Primary Action: Action 6: Accessible Transport and Accommodation
Pathways – Prioritising high-wing aircraft with ramped boarding and pre-
arranging agreements with airlines to ensure accessibility directly supports
the development of accessible transport pathways for individuals with
disabilities during emergencies. 

Secondary Actions:
Action 2: Build a Ready Partner Network – Establishing pre-arranged
agreements with airlines and charter services demonstrates the
importance of partnering with key stakeholders to secure accessible
transportation options. 
Action 5: Predictable Evacuation and Relief Centres – The emphasis
on accessible and safe air transport contributes to predictable
evacuation processes, reducing risks and ensuring that people with
disabilities are evacuated efficiently and with dignity. 

Case Studies

Specifying Accessible Air Transport
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Action 7: Accessible Help

Observation: Practices for this action include neighbour check-ins and the
development of neighbour networks to support individuals. While these
practices are valuable, some are more generic in nature and require
adaptation to focus on disability inclusion. 

Reflection: Action 7 is still in the early stages of development, with a need
for organisations to formalise check-in systems and referral pathways for
people with disabilities. 

Pathway to Getting Started:
Organisations in the "Initiate" stage can begin by training neighbours
and wardens to identify and respond to the specific needs of people
with disabilities. 

To progress to "Develop", organisations can integrate check-in systems
with emergency management workflows and track outcomes for
disability-specific referrals. 
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Introduction: In rural Western Australia, community members with disabilities and older
adults in isolated areas often felt disconnected during emergencies, leading to delayed
support and heightened vulnerability during critical situations.

The Approach Taken: To address this, the local council introduced a neighbour check-in
programme led by volunteer wardens. The wardens were provided with simple referral
scripts and trained to check in on vulnerable residents before and during emergencies. These
check-ins ensured that people received the assistance they needed, whether it was help with
evacuation, accessing resources, or emotional support.

The council also set up a process to log referrals through the Access Support Liaison, ensuring
that requests for help were routed to the appropriate services.

Impact/Outcome:
50 check-ins were conducted during the wildfire season, with 10 immediate evacuation
needs identified and addressed.
15 referrals to transport and medical services were successfully logged and actioned.
Residents expressed high satisfaction with the programme, with one person sharing,
"Knowing someone cared enough to check on me gave me confidence that I wasn’t alone."

Alignment to the Eight Actions
Primary Action: Action 7: Accessible Help.
Secondary Actions: Action 4: Inclusive Communications; Action 8: Inclusive Exercises.

Documented Practices
Neighbour Check-Ins Build Trust and Safety

Relevance: Generic Practice
Neighbour check-ins are a general practice that benefits vulnerable individuals in emergencies
but is not explicitly targeted at people with disabilities.

Relevance and Adaptation for Disability Inclusion:
To tailor this practice for people with disabilities: 

Train neighbours and wardens to identify disability-specific needs, such as mobility
challenges, communication barriers, or the need for assistive devices. 
Provide Easy English scripts or visual communication boards to help neighbours
communicate with individuals with cognitive or sensory impairments. 
Include disability-specific referral pathways, such as connections to accessible
transport or medical support. 
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Introduction: In the Northern Territory, geographically dispersed communities faced
challenges in providing timely and accessible help to individuals with disabilities during
emergencies. The lack of a systematic approach to identifying and addressing needs left many
vulnerable residents without adequate support.

The Approach Taken: The council partnered with local community groups to establish
neighbour networks to provide accessible help during emergencies. Volunteers were trained
to use two-line referral prompts and equipped with checklists to guide their interactions.
This ensured that neighbours and wardens could identify and report needs efficiently.

The Access Support Liaison coordinated the referral process, ensuring requests were routed
to appropriate services and actioned promptly. Neighbours also distributed preparedness
materials, such as accessible communication inserts, to residents during routine check-ins.

Impact/Outcome:
80 neighbour check-ins conducted, with 12 residents identified as requiring support
during the emergency. 
8 referrals made for critical transport and medical assistance, all resolved within 24
hours. 
Residents expressed appreciation for the program, with one individual stating, "It’s
reassuring to know someone is looking out for us in times of crisis."

Alignment to the Eight Actions:
Primary Action: Action 7: Accessible Help. 
Secondary Actions: Action 3: Person-Centred Emergency Preparedness (P-CEP); Action 4:
Inclusive Communications.

Piloted Practices
Building Accessible Help Through Neighbour Networks
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Action 8: Inclusive Exercises

Observation: This action has a strong representation of practices, including
validation exercises, evacuation drills, co-design testing, and lessons
learned processes. These practices are highly disability-specific and
demonstrate alignment with the "Develop" and "Lead" stages of the DIEM
Maturity Framework. 

Reflection: Action 8 has seen substantial development, with organisations
recognising the value of inclusive exercises for identifying gaps and
improving emergency plans. However, there is still a need to scale and
formalise these practices across all sectors. 

Pathway to Getting Started:
Begin with short tabletop exercises using the Starter Pack’s
Validation Sprint Checklist. 

To advance to "Develop", embed inclusive exercises into routine
emergency preparedness plans and ensure lived experience is central
to their design.
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Introduction: In Victoria, evacuees with disabilities reported feeling unsupported during
previous emergencies due to a lack of staff understanding of their needs. This created barriers
to accessing necessary assistance in relief centres.

The Approach Taken: The council partnered with disability organisations to develop training
videos for relief centre staff. The videos featured interviews with people with disabilities
discussing their experiences and needs during emergencies. These real-world insights helped
build empathy and provided practical tips for offering better support.

The training was made part of pre-season preparation for centre staff and incorporated into
the council’s broader training programme. Staff were also encouraged to provide feedback
after each emergency to refine future training content.

Impact/Outcome:
45 relief centre staff trained across 8 centres, resulting in improved awareness of
disability-inclusive practices.
Post-event feedback from evacuees showed a 30% improvement in satisfaction with
the support provided by centre staff.
Trained staff reported greater confidence in assisting people with disabilities, with one
saying, "The training helped me understand how to approach people in a way that respects
their independence."

Alignment to the Eight Actions:
Primary Action: Action 8: Inclusive Exercises.
Secondary Actions: Action 5: Predictable Evacuation and Relief Centres.

Documented Practices
Training Centre Staff for Inclusive Support
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Introduction: In regional South Australia, emergency planners recognised that people with
disabilities were often excluded from the testing and validation of emergency response plans.
Without their input, critical gaps in accessibility and coordination went unnoticed until
emergencies occurred.

The Approach Taken: The council initiated co-designed scenario testing exercises in
collaboration with disability organisations and community leaders. These short, focused
validation exercises identified practical barriers to inclusive emergency management. The
sessions incorporated templates from the DIEM Starter Pack, such as the validation sprint
checklist and SOP update prompts.

Participants included individuals with disabilities, carers, emergency service personnel, and
the Access Support Liaison. After each session, the team published "what we changed"
notes to document the improvements made to emergency plans and workflows.

Impact/Outcome:
5 scenario tests completed in three months, resulting in updated SOPs and refined
procedures.
10 "what we changed" notes published, documenting specific improvements to
communication protocols and transport pathways.
Participants reported feeling empowered by their involvement, with one disability
advocate stating, "This was the first time we were truly listened to – and it shows in the changes
they’ve made."

Alignment to the Eight Actions:
Primary Action: Action 8: Inclusive Exercises.
Secondary Actions: Action 3: Person-Centred Emergency Preparedness (P-CEP); Action 2:
Build a Ready Partner Network.

Co-Design Scenario Testing Improves Emergency Plans
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Introduction: In Smithfield, Queensland, a recent fire evacuation highlighted the need for
Personal Emergency Evacuation Plans (PEEPs) for people with disabilities. Without clear
plans in place, some residents were left unsure of how to evacuate safely, leading to
unnecessary risks and delays.

The Approach Taken: The council worked with disability service providers to develop and
implement PEEPs for vulnerable individuals. These plans were tailored to each person’s
specific needs, such as mobility challenges, communication preferences, and health
requirements. 

Regular site-specific evacuation drills were conducted to test the plans and ensure they were
practical. Feedback from the drills was used to refine both individual PEEPs and the council’s
Standard Operating Procedures (SOPs).

Impact/Outcome:
50 PEEPs developed for individuals with disabilities in high-risk areas. 
5 site-specific evacuation drills were conducted, helping identify and resolve gaps in the
plans. 
Evacuees with disabilities reported feeling more confident and safer during the drills, with
one participant stating, "Practising my plan helped me understand what to do and prepared
me for the real thing."

Alignment to the Eight Actions: 
Primary Action: Action 8: Inclusive Exercises. 
Secondary Actions: Action 3: Person-Centred Emergency Preparedness (P-CEP); Action 6:
Accessible Transport and Accommodation Pathways.

Personal Emergency Evacuation Plans Save Lives
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Introduction: In regional Victoria, aged care facilities faced repeated challenges during
emergencies due to inconsistent evacuation practices. Staff were often unsure of their roles,
and residents with complex needs were left vulnerable during evacuations.

The Approach Taken: To address this, the council partnered with aged care facilities to co-
design and conduct regular evacuation drills. These drills were conducted using the
evacuation drill checklist and transport activation scripts from the DIEM Starter Pack.
Facilities also formalised mutual aid agreements with local transport providers to ensure
access to specialised vehicles.

The drills simulated real-life scenarios, including power outages and medical emergencies, to
test the readiness of staff and evacuation procedures. Feedback from staff and residents was
used to refine SOPs and improve response plans.

Impact/Outcome:
6 evacuation drills conducted across 3 facilities, with significant reductions in evacuation
times. 
Average evacuation time improved by 25%, ensuring residents were safely evacuated
within required timeframes. 
Staff reported increased confidence in their roles, with one manager stating, "These drills
have made a huge difference—we now feel prepared for anything."

Alignment to the Eight Actions: 
Primary Action: Action 8: Inclusive Exercises. 
Secondary Actions: Action 2: Build a Ready Partner Network; Action 6: Accessible
Transport and Accommodation Pathways.

Regular Evacuation Drills Build Confidence in Aged Care
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Introduction: In Bundaberg, Queensland, service providers faced significant challenges
maintaining operations during a cyclone-induced power outage. Many services relied on
digital systems, which were unavailable during the emergency, leading to long delays in
providing essential support.

The Approach Taken: The council worked with service providers to develop offline
continuity manuals, including printed guides and checklists for key procedures. These
manuals were tested during continuity rehearsals, where providers simulated emergency
scenarios under outage conditions to identify potential challenges.

Using the continuity checklist and offline artefact pack templates from the DIEM Starter
Pack, the providers developed tailored guides for their services. The Access Support Liaison
ensured that referral pathways were tested during rehearsals to identify gaps in coordination.

Impact/Outcome:
3 continuity rehearsals conducted, which improved organisational preparedness for
outages.
Providers reported a 20% reduction in service disruptions during the next cyclone
event.
Staff expressed increased confidence in managing operations without digital tools, with
one team leader stating, "The printed guides gave us a clear roadmap to follow when
everything else failed."

Alignment to the Eight Actions:
Primary Action: Action 8: Inclusive Exercises.
Secondary Actions: Action 5: Predictable Evacuation and Relief Centres; Action 7:
Accessible Help.

Piloted Practices

Strengthening Continuity Through Offline Manuals
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Relevance: Generic Practice
This practice focuses on preparing offline continuity manuals and conducting rehearsals to
ensure service continuity during outages. It benefits all service providers and is not inherently
disability-specific.

Relevance and Adaptation for Disability Inclusion:
 To adapt this practice for disability-specific needs: 

Include disability-related considerations in continuity manuals, such as protocols for
maintaining power for assistive devices, communication aids, or refrigeration for
medications. 
Test disability-related referral pathways during continuity rehearsals to identify and
address potential gaps. 
Ensure that printed materials are available in accessible formats, such as large print or
Braille, and that staff are trained to support people with disabilities during outages
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Introduction: In Southern Downs, Queensland, planners often struggled to
incorporate lived experience into emergency management processes without it
feeling tokenistic or disconnected from outcomes.

The Approach Taken: Planners shifted their approach to co-design, setting clear
outcomes at the start and ensuring that lived experience inputs were gathered
before designing actions. Outputs were documented in "what we changed" notes
and shared with stakeholders to demonstrate tangible improvements.

Impact/Outcome:
Five co-design sessions held, resulting in updates to three SOPs. 
Participants expressed trust in the process, with one attendee noting, "We could
see how our feedback directly influenced the plans."

Alignment to the Eight Actions
Primary Action: Action 8: Inclusive Exercises – Integrating lived experience into
emergency management planning through co-design aligns with the principles of
Action 8, as it ensures that real-world perspectives and feedback directly inform
and improve emergency plans and processes. 

Secondary Actions:
Action 3: Person-Centred Emergency Preparedness (P-CEP) – The co-
design approach prioritises the voices of individuals with lived experience,
ensuring their needs and perspectives are central to the emergency planning
process. 
Action 1: Name an Access Support Liaison – The focus on documenting
"what we changed" notes and coordinating updates to SOPs reflects a need
for leadership and accountability, which aligns with the role of an Access
Support Liaison in overseeing inclusive practices. 

Case Studies

Lived Experience First — Set Parameters Before Solutions
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Introduction: In Gingin, Western Australia, emergency planners noted that
individuals with brain injuries or cognitive challenges often struggled to take timely
action during emergencies due to difficulties processing urgency cues.

The Approach Taken: Plans were tailored to include personalised urgency cues,
repeated prompts, and early leave triggers for individuals with cognitive
impairments. These cues were tested during validation exercises and refined based
on feedback from participants.

Impact/Outcome: 
100% of participants with cognitive challenges successfully activated their early
leave plans during a local emergency. 
Early departure decreased evacuation times by an average of 30 minutes,
significantly reducing risks for participants. 

Alignment to the Eight Actions: 
Primary Action: Action 8: Inclusive Exercises. 
Secondary Action: Action 3: Person-Centred Emergency Preparedness (P-CEP). 

Processing Prompts for Brain Injury — Urgency Cues
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Introduction: In Canberra, the Australian Capital Territory, emergency services often
conducted after-action reviews but struggled to translate observations into
meaningful changes. This led to repeated challenges in addressing the access and
functional needs of people with disabilities.

The Approach Taken: Teams adopted a habit of publishing "what we changed"
notes after major emergencies like floods and fires. These notes detailed updates to
SOPs, templates, MOUs, and role-based contacts. Lessons learned were embedded
into training plans and validated through short exercises in subsequent cycles.

Impact/Outcome: 
Five "what we changed" notes were published after a bushfire season,
highlighting specific improvements to evacuation procedures and communication
workflows. 
Three SOPs and templates were updated based on lessons learned, ensuring
better preparedness for future emergencies. 

Alignment to the Eight Actions 
Primary Action: Action 8: Inclusive Exercises – Publishing "what we changed"
notes and embedding lessons learned into training plans reflects the iterative
process of validating and improving emergency procedures through drills and
exercises. This aligns strongly with the goal of Action 8 to refine systems and
processes based on real-world feedback. 

Secondary Actions:
Action 1: Name an Access Support Liaison – The updates to SOPs,
templates, MOUs, and role-based contacts showcase the importance of
leadership and coordination in implementing and sustaining inclusive
emergency management practices. 
Action 4: Inclusive Communications – Improvements to communication
workflows directly support more effective and inclusive communication
strategies, ensuring that people with disabilities have better access to critical
information during emergencies. 

Turning Lessons Observed into Changes
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Introduction: In Canberra, the Australian Capital Territory, disability service
providers recognised that many of their clients lacked emergency plans that
accounted for personal risks and specific support needs.

The Approach Taken: Providers engaged clients in tailored planning sessions that
explored hazards, movement options, and support networks. These sessions also
produced grab-and-go artefacts, such as medication lists and key contacts.
Aggregate insights from the sessions were used to inform SOP updates and improve
centre readiness.

Impact/Outcome: 
50 emergency plans were developed for individuals with disabilities over a
three-month period. 
Aggregate data from the plans informed updates to SOPs, resulting in reduced
response times during the next emergency. 
Clients reported feeling more confident in their ability to respond to
emergencies, knowing that their plans were tailored to their unique
circumstances. 

Alignment to the Eight Actions: 
Primary Action: Action 8: Inclusive Exercises. 
Secondary Action: Action 3: Person-Centred Emergency Preparedness (P-CEP). 

Providers Actively Engaging Clients in Emergency Planning
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1 Access
Support
Liaison

An opt‑in partner network makes local organisational capabilities visible and connects
community and disability organisations with government and emergency services, clarifying who
can do what, where and when.

2 Build a Ready Partner Network

3 Embed Person-Centred Emergency Preparedness (P-CEP)
Supports people with disability to identify risks, map support needs and create personalised
plans; when used intentionally, P‑CEP also produces aggregate insights that improve accessible
communications, evacuation centres and movement pathways.

4 Enable Inclusive Communication
Ensures warnings and information are accessible by default—delivered across multiple channels
and formats—so people with disability can understand and act on emergency messages with
confidence.

5 Prepare Predictable Evacuation and Relief Centres
Makes evacuation and relief centres ready to meet diverse access and support needs, so
people with disability can use them safely and confidently when emergencies occur.

6 Facilitate Accessible Transport and Accommodation Pathways
Ensures communities have callable, accessible transport and suitable accommodation
options—including carers and assistance animals—so people with disability can move safely
and confidently during emergencies.

7 Plan for Accessible Help
Provides simple, familiar ways for people to ask for help during an emergency (phones,
counters, hubs), using short, consent‑based prompts and minimal information only.

8 Conduct Inclusive Exercises
Runs short, inclusive exercises that reveal gaps and improve systems, using disability
lived‑experience input and brief “what we changed” updates to strengthen plans and templates.

Appendix 1. Access and Functional Needs (AFN)
Coordination Framework
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