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Hi, I’m Gina 
• Principal Analyst at Forrester covering 

design and accessibility 

• I led UX teams, now I study them. 

• I interview companies across the globe to 
understand how they approach accessibility. 

• My interest in accessibility started as a grad 
student at Georgia Tech where I evaluated 
the accessibility of consumer products 
including hot tubs, packaging, printers, and 
golf clubs! 

© Forrester Research, Inc. All rights reserved.
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What I’ll cover: 
Accessibility in 2022: What I’m seeing 
Five best practices to get accessibility right



What I’m seeing
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1. Diversity, equity, and 
inclusion (DEI) tops the 
list of business priorities 

26%
planned to create a diversity 
& inclusion program in 2021 

Sources: Forrester Analytics Business Technographics Priorities And Journey Survey 2021
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2. More companies 
committed to accessibility 
during the pandemic 

36%
“Our executives have stated 
their commitment to create 

accessible products.” 

+5% year-over-year 

Sources: Forrester’s Q4 2020 Global State Of Design Teams Survey and Forrester’s Q3 2019 Global State Of Design Teams 
Survey 
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3. There’s some evidence 
firms are following 
through on those 
commitments 

78%
Growth in the number of jobs 
with “accessibility” in the title 
from July 2020 to July 2021 

Source: LinkedIn, reported in the Wall Street Journal “More Companies Are Looking to Hire Accessibility Specialists”

https://www.wsj.com/articles/more-companies-are-looking-to-hire-accessibility-specialists-11630501200
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Common obstacles 

• Expectation that one accessibility expert 
can do it all 

• Commitment is “lip service” and 
accessibility doesn’t get prioritized on 
product roadmaps 

• Minimal or no funding for accessibility 
training, technologies, and services 

• People with disabilities aren’t consulted 
because “we don’t know where to start” or 
“there’s no time.” 

And…
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A major obstacle: 

Objective is narrowly 
focused on creating 
compliant not inclusive 
experiences. 

Accessibility is relegated 
to development and 
testing only. 

Image source: Ilya Pavlov, Unsplash (https://unsplash.com/)

https://unsplash.com/
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Augment your design process for inclusion with 
five best practices
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Start with your team 
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Quote from Antonio Grillo

“Inclusive design starts before you even think 
about designing the solution. Inclusive design 
starts with you.”
- Antonio Grillo, Design Director & Adjunct Professor for Inclusive Design
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An exercise to establish inclusive team rituals 

Source: “Five Best Practices For Inclusive Design” Forrester report
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Team members then highlight frictions they have with 
certain ways of working 

Example: 

Giving everyone 2 minutes to voice 
an opinion, on the spot, regarding 
an important decision the team 
needs to make may work fine for 
some but be a friction point for 
others who need time to formulate 
and articulate their perspective. 

Source: “Five Best Practices For Inclusive Design” Forrester report
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The team then prototypes inclusive solutions 

Source: “Five Best Practices For Inclusive Design” Forrester report
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Conduct inclusive 
team meetings. • Accessibility team includes employees with 

vision, mobility, and cognitive disabilities 

• Established norms for meetings: 
✓ Everyone announces themselves by name 

when joining a virtual meeting 

✓ Designers verbally describe the designs 
under review so blind colleagues can provide 
feedback too. 

Source: “Prioritize Diversity, Equity, And Inclusion (DEI) In Design Teams To Create Inclusive Experiences” Forrester report  
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Understand and 
respect the needs and 
preferences of each 
team member. 

Monzo employees are encouraged to 
complete a “working with me” document that 
gets linked to their Slack profile. 

Source: https://twitter.com/makingmonzo/status/1425756685990305792?lang=en

https://twitter.com/makingmonzo/status/1425756685990305792?lang=en
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Establish a design review process that includes asking 
more questions in design critiques 

Source: “The Inclusive Design Imperative: Win And Retain More Customers” Forrester report
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Strengthen collaboration with your development and 
testing teams 

Design 
practices 

Development 
and testing 
practices 

Key collaboration points: 
✓ Build accessibility into your design system 

✓ Capture accessibility considerations in 
your design artifacts’ annotations 

✓ Test designs early on for accessibility 
violations 

✓ Align on shared measures of success 
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Focus on inclusive language
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Definition of inclusive language

Inclusive language: 
Language that acknowledges the full range of 
human diversity with respect to ability, gender 
identity, language, race, socioeconomic status, and 
other characteristics.  

Source: “Words Matter: Inclusive Experiences Start With Inclusive Language” Forrester report 
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Monzo has a principle of “every word matters” ... 

Image source: Monzo (https://monzo.com/legal/terms-and-conditions

https://monzo.com/legal/terms-and-conditions
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We anonymized and usability tested the privacy 
policies of Monzo and a large national US bank. 
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When we don’t 
use plain language 

Reactions to Typical Privacy 
Policy Language during our 
usability test
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When we use 
inclusive language 

Reactions to Inclusive Privacy 
Policy Language
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Writing content that is 
accessible pays off 
from a business 
perspective too 
• Monzo was the top-scoring brand 

globally in Forrester’s CX Index 2021 

• When asked “Which bank would you 

be more willing to open an account 

with?”, 30 out of 32 participants 
selected the bank with the more 
accessible experience 

Source: “Reinvent Your Bank To Remain Relevant” Forrester report  
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Learn from firms 
that have published 
inclusive language 
guidelines 

Source: “Words Matter: Inclusive Experiences Start With Inclusive Language” Forrester report 
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Scale good practices 
by creating and 
including your 
company’s 
accessibility content 
guidelines in your 
design system. 

Source: https://contentdesign.intuit.com/accessibility-and-inclusion/accessible-content-guidelines/

https://contentdesign.intuit.com/accessibility-and-inclusion/accessible-content-guidelines/
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Ensure alt text is 
actually useful — 
you’re not just 
checking a box. 

The Starbucks mobile app has great, descriptive, 
alt text to describe its gift card designs. 

Source: “Get Accessibility Right: Recruit People With Disabilities Into The Design Process” Forrester report 
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Integrate accessibility into your 
procurement process 
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Accessibility is increasingly a focus when selecting 
services and technology vendors 

$10B in design spending will shift to vendors and 
services that commit to accessibility. 

Source: “Predictions 2022: Customer Experience” Forrester report
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How to make sure your 
vendors prioritize 
accessibility: 
• Build accessibility into new contracts and 

renewals. 

• Ask probing questions. 

• Tap accessibility experts to help vet 
vendors.

Image source: Ilya Pavlov, Unsplash (https://unsplash.com/)

https://unsplash.com/
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Work with your legal 
department to document: 

• What level of conformance you will 
hold vendors accountable to 

• That you’re entitled to verify 
conformance 

• What remedies your company will 
require if the delivered solution 
doesn’t meet the requirements 

Source: “Q&A: Establishing Your Organization’s Accessibility Practice” Forrester report 
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Ask probing questions to 
confirm and further 
understand vendors’ 
capabilities  

• Do you have an accessibility practice 
lead? 

• What are examples of accessible 
experiences you’ve created? 

• What is your methodology for  
accessibility testing? 

• How is accessibility reflected in your 
product roadmaps? 

• How do you include end users with 
disabilities when designing experiences? 

• Do you have people with disabilities on 
staff who are able to provide these 
important perspectives?

Source: “Q&A: Establishing Your Organization’s Accessibility Practice” Forrester report 
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Verify claims and rely 
on experts 

• Request a Voluntary Product 
Accessibility Template (VPAT) or audit 
report and make sure to note the date 
on it. 

• Tap accessibility experts to test 
independently and to engage in 
conversation with the vendor’s 
accessibility experts.

Source: “Q&A: Establishing Your Organization’s Accessibility Practice” Forrester report 
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Identify and address bias in your research 
sample and personas
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Intentionally recruit 
people with different 
characteristics, 
including different 
abilities. 

• Created a Diversity Questionnaire for 
research studies: 
— Questions about age, gender, pronouns, race 

and ethnicity, and disability — all optional. 
— Explains how the information will be used – 

e.g., “to better understand our population.” 

• Use this data to identify and address bias 
in research samples and for analyzing 
and reporting insights.

Source: “Five Best Practices For Inclusive Design” Forrester report 
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Create inclusive 
personas.

Source: “Five Best Practices For Inclusive Design” Forrester report
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Include people with disabilities as partners 
in your design process
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Design with people 
with disabilities from 
the start — don’t wait 
until you have 
something to test. 

“Barrier-free banking”

Source: “Five Best Practices For Inclusive Design” Forrester report
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Establish inclusion 
criteria at the start of 
each design project • Invite internal users and external 

customers who represent the 
underrepresented populations they 
want to reach 

• Created an internal pool of 
“dogfooders” that product teams can 
draw from for feedback from 
underrepresented users. Partnered 
with ERGs as a start.

Source: “Building For Everyone” book by Annie Jean-Baptiste 
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Run inclusive design 
workshops to 
understand common 
challenges and identify 
new feature ideas 

Source: “Five Best Practices For Inclusive Design” Forrester report
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Partner with 
organizations that serve 
communities of people 
with disabilities 

• Formed partnerships with nonprofit 
organizations Fondazione Asphi Onlus and 
the Italian Union of the Blind and Partially 
Sighted (UICI). 

• Engaged members to provide feedback on 
current experiences and participate in 
workshops to hear the firm’s strategy and 
then suggest improvements. 

Source: “Q&A: Establishing Your Organization’s Accessibility Practice” Forrester report 
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To summarize: 

Start with your team 

Focus on inclusive language 

Integrate accessibility into your 
procurement process 

Identify and address bias in your 
research sample and personas 

Include people with disabilities as 
partners in your design process
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Questions? 

Connect with me: 

• @ginabhawalkar on Twitter 

• Gina Bhawalkar on LinkedIn 

Follow my research on the Forrester blog: 
https://www.forrester.com/blogs/author/gina_bh 
awalkar/

https://www.forrester.com/blogs/author/gina_bhawalkar/


Thank You. 

© Forrester Research, Inc. All rights reserved.

Thank you

Gina Bhawalkar 
Principal Analyst at Forrester 
She/Her
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