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Three key 

areas

1) 1. Thinking about inclusive 

design 

2) 2. Play with the concepts

3) 3. One area depending on 

group:

Reasons to believe

Working with difference tips 

and tricks

Resources (if time)



What do you want out of this session?

• Think about it now and also write on the 

post it notes – speak up as well
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Method -

Inclusive 

design



http://www.ami.ca/media/k9-online
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Use of video



What is inclusive design?

Inclusive design considers the full range of human 

diversity across language, culture, age, gender, 

ability and all others forms of difference. 

This is done to create a world that is better for 

everyone, where everyone is considered in the design 

stage. 

We go beyond the polarized views of ‘abled’ and 

‘disabled’ to focus on ‘enablement’ at every stage of 

the service and product lifecycle, from design and 

testing to delivery and marketing communication.

Specially good for complex systems, where tech 

intersects with the world and for communities

Different 

methodologies

define the 

parameters, value, 

and goals within 

which to work.

Inclusive 

design



Why?

Benefits of inclusive design

1. Increased access 
2. Reduced friction 
3. More emotional context 

The impact of inclusive design is more than 
just the products that people use. It’s also 
a shift in our mindset, methods, and 
behaviours. 

What we design is a by product of how we 
design. Measuring the benefits includes 
measuring the shift in our culture and 
ourselves

https://www.pps.org/article/light
er-quicker-cheaper



Who are we today?

• What is a designer?

• Japanese frame of Wabi Sabi

• Where does perfect sit in innovation?



The Three dimensions of  inclusive design

1) Recognise diversity and uniqueness 

2) Inclusive process and tools – ‘Nothing about us without 

us’

3) Broader Beneficial impact 

It’s a scaffold not a solution!

It’s a scaffold not a solution



Why doesn’t average always work?

Depth 1m



The reality

Average Depth 

1m



Recognising diversity and uniqueness

Todd Rose

• Self knowledge – mismatching 

happens

• One-size fits one

• Adaptive design
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Social model of disability

Disability as context dependent

“Disability is not just a health 

problem. It is a complex 

phenomenon, reflecting the 

interaction between features of a 

person’s body and features of the 

society in which he or she lives.” 

–World Health Organization
Disability as personal attribute

“In the context of health experience, a disability is any 

restriction or lack of ability (resulting from an impairment) to 

perform an activity in the manner or within the range 

considered normal for a human being.” 

–World Health Organization

1980
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Recognize diversity



Thought starters

• What is the intent for the person in the system?

• What is their journey?

• Who else is involved?

• Who isn’t this work for? 

• What would an extreme user look like in this 

process

• What if the internet didn’t work?

• Do we understand privilege? What about bias?

• Are we actively choosing a bias?

• What if disability was difficulty?



Inclusive designs and processes

• Diverse perspectives

• Diverse participation

• Accessible design tools

• Accessible developement tools



Design and mapping tools
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Toolkit – a quick check for information
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• What would stop someone accessing this information

• What are the hacks that we can use for that?

• Including the right people in thinking and testing

• Bringing in the best partners

• Work across the journey – ie from the beginning to the end.

• What currently works?

• Who can access what features?

• How do you know?

Thought starters
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Broader beneficial impact

1) Recognise interconnectedness of users and systems

2) Impact beyond the intended audience

3) Virtuous cycles of inclusion



Think playground
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https://www.youtube.com/watch?v=0BGwinfgdIg


Planning and the Virtuous Tornado



3) Thought starters

• What does this mean for our society?

• What does this mean for the community? 

• Your product and service lifecycle? 

• Your efficiency?

• Your return on investment? 

• Citizen participation?

• Where is there a culture mismatch?

• How can this help others?

• Where does this lik to other council priotities?

• What has worked in the past and what hasn’t



http://www.theinclusionsolution.me/equity-vs-equality-
eliminating-opportunity-gaps-education/



Final words



Changing 

mindset

-putting the 

person first



Where does difficulty really sit?

The world is not as connected and accessible as we 

would like to believe. 

It’s not just about the 4.3 million Australians living 

with a disability 

In fact, over 70% of people have some level of 

difficulty or frustration in using digital products and 

services. 

We work at the intersection between technology 

and the people who are left behind to create a 

better experience and value for everyone.



Forrester research 

on emotion and brand

• Which emotion are we going for?

• Appreciated, Confident, Content, Happy, 

Respected, Understood

Or

• Annoyed, Disappointed, Frustrated, Angered
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What stops us from helping

• Four focus groups

• Lessons on 

difficulty

• Biggest issue was 

fear and shame
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What can we do?

• Ask (and apologise up 

front) – what content or 

platform works for you?

• Don’t treat a person like a 

child

• Don’t ignore (or talk over)

• Test with people that you 

may not have thought of 

working with

crippencartoons - WordPress.com
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https://www.google.com.au/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&ved=0ahUKEwjfnO67lLrUAhWCipQKHQB5DU0QjB0IBg&url=https://crippencartoons.wordpress.com/2010/12/09/ignored/opinion-3/&psig=AFQjCNHJucYarUukPLLtyUrSosfcuwOVnA&ust=1497420096450188


Who is Centre for Inclusive Design?

We help government, education, business and 

community to design and deliver services, products 

and experiences that are accessible and usable by as 

many people as possible.

We are design thinkers, social anthropolgists, market 

researchers, IT professionals and marketing 

communication and customer service experts. 

We believe there is no such an ‘average user’ and we 

use inclusive design, which is at the bleeding edge of 

human centered design, to harness the differences 

between us.



Planning for the ‘average’ person compared to the ‘edge’ user

Fig. 1                                                                  Fig. 2

Comparison graphs sourced by partner organisation, the Inclusive Design Research Centre, Ontario, Canada. 
2016.

Fig. 1 shows the costs over time of the economic dept. of the Canada government organisation when reacting 
to various I.D. issues from e-health to school granting. Fig. 2 conveys a more agile, flexible system when the 
edge user has been considered from the start. Initial expense is higher however this dissipates as time goes on 
and less issues take place. 



The legals

• Australia federal government never acknowledged WCAG 1.0

• Matter was left to the state governments to decide

• WCAG 2.0 has been recognised in the US, Canada, EU and NZ.

• Australia had introduced a National Transition Strategy (NTS) 

for government sites. All government websites MUST comply 

with WCAG 2.0 level "AA" or will face funding cuts.

• Non-government sites come under the Disability 

Discrimination Act (DDA).
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Disability Discrimination Act

• Introduced in 1992, before the internet

• A web advisory note was added in 2010, outlining 

how the DDA applies to the web and requirements 

for non-government entities

“The provision of information and online services through the 
web is a service covered by the DDA. Equal access for people with 
a disability in this area is required by the DDA where it can 
reasonably be provided.”

Find out more about web accessibility and the DDA:
http://accessiq.org/content/general-australian-requirements
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NTS: 

NATIONAL TRANSITION 

STRATEGY

How did they go?

June 2010 December
2012

December
2014

NTS Issued Goal: All 
government sites 
meet WCAG level 

‘A’

Goal: All government 
sites meet WCAG 

level ‘AA’

Centreforinclusivedesign.org
Manisha.amin@centreforinclusivedesign.org.au



37

NTS: 

NATIONAL TRANSITION 

STRATEGYJune 
2010

December
2012

December
2014

NTS Issued Goal: All 
government sites 
meet WCAG level 

‘A’

Goal: All government 
sites meet WCAG 

level ‘AA’

REPORT: Released DEC 2012:

26% of existing government sites met ‘A’

39% of new government sites met ‘A’

DEC 2014:

…
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LIFE AFTER NTS:
THE DIGITAL TRANSFORMATION AGENCY (DTA)

• Launched July, 2015 (as DTO)

• Created a Digital Service Standard and set of 

Design Principals around digital design, including 

inclusive design.

Digital Service Standard: 

https://www.dto.gov.au/standard/

Design Principals:

https://www.dto.gov.au/standard/design-principles/
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W3C and 

WCAG



What is WC3

"The power of the web is in its 

universality. Access by everyone 

regardless of disability is an 

essential aspect.”

Tim Berners-Lee
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WAI
Web Accessibility 

Initiative

Technology

Guidelines

Tools

Education & 
Outreach

Research & 
Development
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• Took 7 years to create.

• Became W3C Recommendation in December 2008

• Became ISO standard (ISO/IEC 40500:2012)

• Much more successful guideline than WCAG 1.0

WCAG 2.0
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WCAG 2.0

3 COMPLIANCE LEVELS
Criteria to meet total 
accessibility for all users

Criteria for recommended 
accessibility

Criteria to meet 
basic accessibility

Level 
‘AAA’

Level 
‘AA’

Level 
‘A’
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Should we comply to AAA

• Level “AAA” Conformance is NOT

recommended for everyday websites.

• “AAA” can only be recommended for 

websites purely designed for people with 

disabilities.

• AAA Conformance requires:

• Sign language on all videos

• Easy English versions of all content

• Extreme colour contrast requirements
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WCAG 2.1

• Due for release in 2018.

• Will EXTEND WCAG 2.0, not replace it.

• Improved terminology, more for low vision 

and cognitive impairments and better 

support for mobile/tablet devices.
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