
Accessibility and Usability 
Working together to make things better. 



The Project 



  

  

Project Goals 

People doing business in Washington State can: 

Apply for a business license 

Pay business taxes 

Find help 
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The Process: Support Accessibility with
Human-Centered Design 



  Project Approach: Human-Centered Design 



 

 

Steps in an Inclusive Usability Studies 
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Weekly Audit Cycle 

We broke the audit down into weekly cycles. 
This allowed for stronger engagement with limited resources, and 
highlighted recurring global issues. 

Each week: 

Champions 
provided a list of 

key tasks 

The accessibility 
specialist audits 

each task 

The accessibility 
specialist shares 

findings 



 Documenting Audit Findings 



 Sharing Audit Findings 
Discuss the issues in context of where they are in the system 



 
 

Sharing Audit Findings (continued) 
Building understanding: Same form but a different layout for 
headers can cause confusion for people using screen readers 



 

Prioritization and Problem-Solving 

Accessibility 
audit 

Prioritization and 
Problem-Solving 

Usability
Study 



   

 
 

 

Prioritizing and Problem-Solving 
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 Example: Problem-Solving 



  Example: Working Together to Build a 
Community Understanding of Solutions 

Screen reader  says 
“Services checkbox  

checked” 

Screen reader  says 
“Row 5 column 1 radio 
button checked 1 of 1” 



   Example: Identifying Issues That Cannot 
Be Fixed Before the Study 
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How the Audit Shaped the Research 

The audit identified issues that could stop someone 
from completing a task or may cause frustration or slow them down. 

The audit findings had a lot of technical and content issues so 
we focused on select technical findings for this upcoming study. 

To measure the difference in experience we selected audit findings 
to explore in testing that may not be experienced in the same way. 



 

     
      

 

 
 

 

Setting Up an Inclusive Study 

Inclusive studies require extra time and preparation to ensure that 
the study itself is accessible, participants match study recruitment 
criteria, and researchers are knowledgeable about assistive 
technologies and disabilities. 

Testing criteria focused on the mechanics of the page not
knowledge of business tax or licensing 

Create a recruitment screener to focus on assistive 
technology 

Use experienced recruiters 

Managing logistics 



    

       

    
     

     

   
  

Example: Participants’ Experiences Show 
the Issue Severity 

The audit documents if accessibility standards are met but it does 
not document the human experience. 

By observing people with disabilities in a usability study you can 
measure how your implementation of accessibility standards is or is 
not supporting their ability to complete tasks effectively. 

The severity of issues is different between people even within the 
same types of disability. 



  
 

  
 

Example: Accessibility Barriers Were More 
Challenging for Non-Technical Participants 

Screen reader users can still work through inaccessible sites 
but only if they have enough technical knowledge. 
Technical users: Will work around common accessibility problems 
Non-technical users: Can get fully stuck on some tasks and would 
need support 



Next Steps 



 

 

What’s Happening Now 

Currently analyzing results from inclusive usability study and 
developing presentations and reports 

DOR will continue working to ensure accessibility issues are 
fixed 



Continuing the Human-Centered Design Process 

Continue monitoring and managing the accountability of 
accessibility work in progress 

Future usability testing with more people with different  types 
of disabilities (cognitive, neurological, learning) 



What We’ll Do Differently 

Understand recruitment  profiles earlier 

Build in extra time to start recruitment much earlier 

Fewer expert participants 

Wider range of assistive technology 



      

   

     

Summary 

Human-centered design puts users first to create useful and 
usable products and services 

Including people with disabilities in design activities throughout 
the process builds more accessible user  experiences 

Together, accessibility audits and inclusive usability studies:  

– Find more accessibility issues and build understanding of 
different human experience 

– Help teams understand, prioritize, and plan out work 

– Supports champions as they advocate for organizational change 



Questions? 
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