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Background
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Our last presentation



Resident expectations for digital services 
have totally changed.



Resident expectations for digital services 
have totally changed.



% of U.S. adults who do not have 
broadband at home but use smartphones



The way that we design and deliver 
services in government hasn’t kept up. 

austintexas.gov 
in April 2012

austintexas.gov 
in April 2018



The way that we design and deliver 
services in government hasn’t kept up. 





Failing to support digital 
services disproportionately

harms lower-income 
populations.



% of U.S. adults who do not have 
broadband at home but use smartphones



Supporting accessibility 
in the digital era
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How do we define
“accessibility”?



Compliance

≠
Accessibility



[ image of some meeting to 
show that human people 

worked on this ]



[ image of some meeting to 
show that human people 

worked on this ]



Barrier #2

Access
Are residents able to 
access the service?

Barrier #1

Awareness
Are residents aware 

that the service exists?

Barrier #3

Inclusion
Are residents able to 

use the service?

High-level barriers to access and inclusion



Barriers to Awareness



Barriers to Awareness
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Austintexas.gov has 
11,000 pages and 
10,000 documents 

such as PDFs.

Barriers to Awareness



Barriers to Access



Barriers to Access



Barriers to Access



Barriers to Access



Barriers to Access



Barriers to Inclusion



Recent developments
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Supporting Awareness



Supporting Access



Supporting Access



Need: Accessibility

WAVE Report

(Reading with screenreader)

“Navigating s trictly us ing tab 
key, I only received that you 
wanted the month, but had to 
us e my arrow keys  to 
determine that you were as king 
about date of dis charge; The 
res t of the edit boxes  and radio 
buttons  were totally navigable.”

Daniel
Program Manager, ADA Department

(Reading with screenreader)
“I couldn’t see any of the form 
information. It is just unlabeled edit 
boxes and radio buttons.”

- David, ADA Program Manager

Supporting Access

http://wave.webaim.org/report#/https://form-test-xlhhympror.now.sh/


Supporting Access



Supporting Inclusion



Supporting Inclusion



“There was nothing, now 
there is something.” 

Anne, Resident

Supporting Inclusion



Supporting Inclusion



What needs to change
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Build a coalition to support this work.



Plan for the fact that everything will change.



Plan for the fact that everything will change.



Plan for the fact that everything will change.
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