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Supplement 17 to ITU-T H-series Recommendations 

Guide for addressing accessibility in standards 

 

 

Summary 

Supplement 17 to the ITU-T Series of Recommendations provides guidance to standards developers 

on addressing accessibility requirements, and recommendations in standards that focus, directly or 

indirectly, on systems (i.e., products, services and built environments) used by people. To assist 

standards developers to define accessibility requirements and recommendations, the Supplement 

presents: 

– a summary of current terminology relating to accessibility; 

– issues to consider in support of accessibility in the standards development process; 

– a set of accessibility goals (used to identify user accessibility needs); 

– descriptions of (and design considerations for) human abilities and characteristics; 

– strategies for addressing user accessibility needs and design considerations in standards. 

This supplement is technically aligned with ISO/IEC Guide 71 (2014). It includes the following 

modifications: Deletion of terminological entry 2.19 "accessible design", deletion of Note 2 in 

entry 2.18 "universal design", and amended paragraph 7 of the Introduction. 

 

 

History 

 

 

 

____________________ 

* To access the Recommendation, type the URL http://handle.itu.int/ in the address field of your web 

browser, followed by the Recommendation's unique ID. For example, http://handle.itu.int/11.1002/1000/11

830-en. 
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FOREWORD 

The International Telecommunication Union (ITU) is the United Nations specialized agency in the field of 

telecommunications, information and communication technologies (ICTs). The ITU Telecommunication 

Standardization Sector (ITU-T) is a permanent organ of ITU. ITU-T is responsible for studying technical, 

operating and tariff questions and issuing Recommendations on them with a view to standardizing 

telecommunications on a worldwide basis. 

The World Telecommunication Standardization Assembly (WTSA), which meets every four years, establishes 

the topics for study by the ITU-T study groups which, in turn, produce Recommendations on these topics. 

The approval of ITU-T Recommendations is covered by the procedure laid down in WTSA Resolution 1. 

In some areas of information technology which fall within ITU-T's purview, the necessary standards are 

prepared on a collaborative basis with ISO and IEC. 

The pdf version of this document complies with the Acrobat® Professional Accessibility Full Check. 

 

 

NOTE 

In this publication, the expression "Administration" is used for conciseness to indicate both a 

telecommunication administration and a recognized operating agency. 

Compliance with this publication is voluntary. However, the publication may contain certain mandatory 

provisions (to ensure, e.g., interoperability or applicability) and compliance with the publication is achieved 

when all of these mandatory provisions are met. The words "shall" or some other obligatory language such as 

"must" and the negative equivalents are used to express requirements. The use of such words does not suggest 

that compliance with the publication is required of any party. 

 

 

 

 

INTELLECTUAL PROPERTY RIGHTS

ITU draws attention to the possibility that the practice or implementation of this publication may involve the 

use of a claimed Intellectual Property Right. ITU takes no position concerning the evidence, validity or 

applicability of claimed Intellectual Property Rights, whether asserted by ITU members or others outside of 

the publication development process. 

As of the date of approval of this publication, ITU had not received notice of intellectual property, protected 

by patents, which may be required to implement this publication. However, implementers are cautioned that 

this may not represent the latest information and are therefore strongly urged to consult the TSB patent database 

at http://www.itu.int/ITU-T/ipr/. 

 

 

 

 ITU 2015 

All rights reserved. No part of this publication may be reproduced, by any means whatsoever, without the prior 

written permission of ITU. 
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Introduction 

The purpose of this supplement is to assist standards developers (e.g., technical committees or 

working groups) to address accessibility in standards that focus, whether directly or indirectly, on any 

type of system that people use. It provides guidance for developing and writing appropriate 

accessibility requirements and recommendations in standards. However, while its intended audience 

are standards developers, this guide contains information that can also be useful to other people, such 

as manufacturers, designers, service providers and educators. 

The second edition of this guide, retitled "Guide for addressing accessibility in standards," builds 

upon the edition published in 2001, titled "Guidelines for standards developers to address the needs 

of older persons and persons with disabilities". This edition takes account of developments in 

thinking and practice which have taken place since 2001 and takes a more inclusive approach. This 

edition also sets out to improve the usability and adoption of the guide itself. This guide, like its 

predecessor, is intended to be part of the overall framework that standards bodies can use in their 

efforts to support the development of systems that suit the needs of diverse users. 

It is an important goal for the whole of society that all people, regardless of their age, size or ability, 

have access to the broadest range of systems. Issues of accessibility to and usability of systems have 

become more critical as the number of people (such as older persons, children, persons with reduced 

abilities and persons with disabilities) with diverse user accessibility needs has increased. 

Based on their individual abilities and characteristics, people's accessibility needs vary substantially 

and change throughout the course of their lives (i.e., as they advance from childhood to adulthood 

and on into old age). Impairments can be permanent, temporary or vary on a daily basis, and 

sometimes they are not fully recognized or acknowledged. In addition, although some limitations can 

be minor in nature, combinations of limitations can pose significant problems for individuals 

attempting to interact with systems. This is the case particularly where user accessibility needs and 

accessibility requirements were not recognized during development of those systems. Standards that 

include accessibility requirements can support development of systems that can be used by more 

users. 

While much progress has been made worldwide in the development of accessibility standards relating 

to information and communications technology and the built environment, the development of 

accessibility standards related to other sectors has not always kept pace. However, the requirements 

of national and international anti-discrimination legislation have become increasingly stringent. 

Additional recommendations are contained in the United Nations Convention on the Rights of 

Persons with Disabilities[Ref-36] particularly in Articles 4, 9, 21 and 30), in the UN Committee of the 

rights of persons with disabilities, General Comment 2[Ref-37] and emerging national and regional 

procurement regulations. 

International Standards of ISO and IEC and ITU-T Recommendations can play an important part in 

avoiding market fragmentation and achieving harmonized accessible systems rather than those that 

meet only national standards and are incompatible with those produced in other nations. 

The IEC/ISO/ITU Joint Policy Statement on Standardization and Accessibility[Ref-25] sets out the basic 

principles for ensuring that the needs of older persons, children and persons with disabilities are 

incorporated in the standards development process, providing justification on human rights and 

economic grounds. One of the core points of the Joint Policy Statement aims at ensuring that products, 

systems, services, environments and facilities can be used by persons from a population with the 

widest range of characteristics and abilities. In this second edition, the guide is intended to supplement 

the Joint Policy Statement by providing a set of accessibility goals and describing human abilities and 

characteristics to assist standards developers in identifying accessibility needs of diverse users in 

diverse contexts of use. 

The guidance provided in this supplement is general. The guide recognizes the principle that standards 

should normally not be design-restrictive. The guide therefore suggests ways of determining user 
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accessibility needs without providing specific solutions. It is important to realize that one-size-fits-

all solutions seldom meet every person's needs and that accessible features can benefit the majority 

of the population. Optimal solutions vary greatly depending on the specific users and contexts of use. 

Additional sector-related guides might need to be developed for specific product or service sectors. 
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Supplement 17 to ITU-T H-series Recommendations 

Guide for addressing accessibility in standards 

1 Scope 

This supplement provides guidance to standards developers on addressing accessibility requirements 

and recommendations in standards that focus, whether directly or indirectly, on systems (see 

clause 2.1) used by people. To assist standards developers to define accessibility requirements and 

recommendations, the supplement presents: 

– a summary of current terminology relating to accessibility; 

– issues to consider in support of accessibility in the standards development process; 

– a set of accessibility goals (used to identify user accessibility needs); 

– descriptions of (and design considerations for) human abilities and characteristics; 

– strategies for addressing user accessibility needs and design considerations in standards. 

This supplement is technically aligned with ISO/IEC Guide 71 (2014). It includes the following 

modifications: Deletion of terminological entry 2.19 "accessible design", deletion of Note 2 in entry 

2.18 "universal design", and amended paragraph 7 of the Introduction. 

2 Terms and definitions 

For the purposes of this document, the following terms and definitions apply. 

2.1 system: Product, service or built environment, or any combination of them with which the 

user interacts. 

2.2 user: Individual who accesses or interacts with a system. 

2.3 diverse users: Individuals with differing abilities and characteristics or accessibility needs. 

2.4 user accessibility need: User need related to features or attributes that are necessary for a 

system to be accessible. 

NOTE – User accessibility needs vary over time and across contexts of use. 

2.5 impairments: Problems in body function or structure related to a significant deviation or 

loss. 

NOTE – Impairments can be temporary or permanent; progressive, regressive or static; intermittent or 

continuous. [SOURCE: ICF 2001, WHO, Clause 6, section 4.1]. 

2.6 activity limitations: Difficulties an individual can have in executing activities. 

[SOURCE: ICF 2001, WHO] 

2.7 context of use: Physical and social environments in which a system is used, including users, 

tasks, equipment and materials. [SOURCE: ISO 9241-11:1998, 3.5, modified – the structure of the 

sentence has been changed.] 

2.8 diverse contexts: Differing contexts of use and differing economic, cultural and 

organizational conditions. 

2.9 effectiveness: Accuracy and completeness with which users achieve specified goals. 

[SOURCE: ISO 9241-11:1998, 3.2] 

2.10 efficiency: Resources expended in relation to the accuracy and completeness with which 

users achieve goals. [SOURCE: ISO 9241-11:1998, 3.3] 

2.11 satisfaction: Freedom from discomfort, and positive attitudes towards the use of the product. 

[SOURCE: ISO 9241-11:1998, 3.4] 
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2.12 usability: Extent to which a product can be used by specified users to achieve specified goals 

with effectiveness, efficiency and satisfaction in a specified context of use. [SOURCE: ISO 9241-

11:1998, 3.1] 

2.13 multiple means of presentation: Different ways of presenting information. 

NOTE – Presenting information in different ways can improve the accessibility of systems. 

2.14 multiple means of operation: Different ways of manipulation and control. 

NOTE – Providing different ways of manipulation and control can improve the accessibility of systems. 

2.15 assistive product: Any product (including devices, equipment, instruments and software), 

especially produced or generally available, used by or for persons with disability for participation, to 

protect, support, train, measure or substitute for body functions/structures and activities, or to prevent 

impairments, activity limitations or participation restrictions. [SOURCE: ISO 9999:2011, 2.3] 

2.16 assistive technology: Equipment, product system, hardware, software or service that is used 

to increase, maintain or improve capabilities of individuals. 

NOTE 1 – Assistive technology is an umbrella term that is broader than assistive products. 

NOTE 2 – Assistive technology can include assistive services, and professional services needed for 

assessment, recommendation and provision. 

2.17 standards body: Standardizing body recognized at national, regional or international level, 

that has as a principal function, by virtue of its statutes, the preparation, approval or adoption of 

standards that are made available to the public. 

NOTE 1 – A standards body may maintain standards committees, working groups or other entities to undertake 

standardization in various subject fields. 

NOTE 2 – A standards body may also have other principal functions. 

[SOURCE: ISO/IEC Guide 2:2004, 4.4, modified – Note 1 has been added] 

2.18 Universal Design: Design of products, environments, programmes and services to be usable 

by all people, to the greatest extent possible, without the need for adaptation or specialized design. 

NOTE – Universal Design shall not exclude assistive devices for particular groups or persons with disabilities 

where this is needed. 

[SOURCE: United Nations Convention on the Rights of Persons with Disabilities, Art. 2] 

3 Accessibility 

3.1 General 

This guide utilizes the term accessibility from an inclusive perspective, recognizing that accessibility 

generally benefits everyone. 

In the context of standardization, several definitions for the term accessibility exist but in general, the 

term is used with a broad understanding. A widely-accepted definition refers to the "extent to which 

products, systems, services, environments and facilities can be used by people from a population with 

the widest range of characteristics and capabilities to achieve a specified goal in a specified context 

of use" (reference: ISO 26800,[Ref-13] and, similarly, ISO/TR 9241-100[Ref-3] and ISO/TR 22411[Ref-

11]). 

"Accessibility" and "usability" overlap and some standards define the term accessibility as "usability 

of a product, service, environment or facility by individuals with the widest range of capabilities" 

(reference: ISO 9241-171,[Ref-5] ISO/IEC 25062[Ref-21] and ISO/IEC 29136.[Ref-22] This perspective 

emphasizes that accessibility involves both ease of use (which can affect task efficiency and user 

satisfaction) and success of use (i.e., system effectiveness). 
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3.2 Accessibility and standards 

Standards can greatly influence system designs and can therefore contribute significantly to 

increasing accessibility and minimizing the presence of systems that limit accessibility. If 

accessibility considerations are included in standards, system designers might recognize the need for 

accessibility features earlier in the design process. Addressing user accessibility needs earlier rather 

than later in the design process enables producers, possibly at little or no extra cost, to design and 

produce systems that are accessible. 

Government legislation based on accessibility standards can influence public policies, procedures and 

practices. 

A number of global trends have contributed to increasing the importance of accessibility in standards 

development. These are summarized in Annex A. 

It is important for standards developers to recognize that no two people have exactly the same abilities 

and characteristics. Differences among people can be influenced by their gender, age, size, health 

condition, impairment, training and experience. 

Accessible systems are particularly helpful when environmental context of use conditions (such as 

light intensity, noise or busy activity of nearby people) are unfavourable. Accessibility might be 

perceived to be in conflict with safety issues. However, it should be kept in mind that features 

designed to ensure usability and safety should strike a balance with accessibility in order to prevent 

the exclusion or harm of any user. Standards developers should ensure that systems with safety 

provisions address the needs of the full range of diverse users. 

4 Accessibility in the standards development process 

4.1 General 

This clause outlines how accessibility can be addressed in the standards development process: 

– 4.2 contains general considerations for standards bodies related to making the standards 

development process accessible; 

– 4.3 provides guidance for each of the respective stages of the standards development process 

to ensure accessibility is given adequate consideration. 

4.2 Considerations by standards bodies 

Standards bodies should develop a process for determining whether projects would benefit from 

applying this guide. 

Standards bodies should ensure that all stages of the standards development process are accessible. 

This includes documentation and any information produced by the standards development committee, 

the means of access to these resources, as well as the physical or remote access (e.g., through 

teleconferencing or web-conferencing tools) to the standards development committee meetings. This 

is because membership of standards development committees and people wishing to comment on 

drafts can have specific accessibility needs. 

Standards bodies should encourage and facilitate the participation of relevant stakeholders in the 

standards development process. Stakeholders should include older persons and persons with 

disabilities from organizations representing these populations and those persons with a knowledge of 

the accessibility needs of children and gender-related groups1. 

____________________ 

1  Further information relating to the involvement of users and potential users can be found in ISO Guide 82[1] 

and ISO 26000:2010[12], 4.5 and 5. Also of relevance is ISO 9241-210[6]. In some regions there may be 

specific regulations to ensure participation by relevant stakeholders, such as European Union Regulation 

1025/2012[30]. 
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Standards bodies should commission training for their staff and their committee officers (secretaries 

and chairpersons of standards development committees), in accordance with appropriate international 

specifications, to enable them to understand the importance of accessibility and to alert them to 

aspects in standards projects where accessibility considerations should be addressed. 

Standards bodies should take necessary steps to make their buildings, services and facilities 

accessible. This could include but would not be limited to: developing an accessibility policy and 

action plan for the standards body; ensuring that the organization's website is fully accessible; having 

policies and procedures in place to address accessibility needs; making accessibility improvements 

to the organization's building; and establishing an accessibility user group to advise the standards 

body on accessibility on an ongoing basis. 

4.3 Considerations related to the standards development process 

The standards development process is typically organized as a sequence of the five stages listed 

below. For each stage, the key participants are identified and a list of key actions is given to take into 

account accessibility considerations. 

4.3.1 Stage 1: Define the standards project and determine the applicability of this guide 

Key participants 

Proposer of standards project 

Members of the standards development committee 

Key actions [KA] 

KA 1.1 Determine, with due diligence, whether the proposed standard focuses on a system or systems 

with which humans interact as users, either directly or indirectly. If this is not thought to be the case, 

then this guide is generally not likely to be applicable. 

If a standards development committee is unsure if this guide applies to the specific standard it is 

developing, the committee should use the guide until such a time that it determines that the guide 

does not apply to its standard. Sometimes a standards committee will initially decide that this guide 

does not apply, only to find out later, as the draft standard evolves, that the system will involve direct 

or indirect interaction with humans. In these cases, the standards committee should begin using the 

guide at that point and review the work already done. 

KA 1.2 Identify the ways in which humans are likely to interact with the system, directly or 

indirectly. 

KA 1.3 Identify potential users and determine or identify diversity of abilities and characteristics. 

KA 1.4 Identify key sources of relevant information – such as existing regulations, standards, and 

research results – that should be collected and considered during the standards development process. 

KA 1.5 Determine relevant accessibility aspects that should be addressed by the standard. 

Outcomes of this stage 

A decision has been made as to whether this guide is applicable. Initial sources of additional 

information about accessibility have been identified. 

4.3.2 Stage 2: Ensure the standards development committee is well equipped to implement an 

accessible process with equitable participation 

Key participants 

Standards body 

Standards development committee chair and secretary 
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Key actions [KA] 

KA 2.1 Ensure standards development committee membership includes adequate target stakeholder 

group input. 

KA 2.2 Establish processes to ensure the accessibility of information, communications and meeting 

facilities (including teleconferences and online communications) used during the development of the 

standard. 

Outcomes of this stage 

Individuals and organizations with knowledge in accessibility are involved in the project. 

Accessibility requirements are addressed in the operations of the committee and organization of 

meetings. 

4.3.3 Stage 3: Develop the content of the standard 

Key participants 

Standards development committee chair and secretary 

Experts 

Standards development committee members 

Key actions [KA] 

KA 3.1 Define the issues: Use this guide (and other relevant documents) to determine or verify user 

accessibility needs (see clause 6) and/or design considerations (see clause 7) regarding accessibility. 

KA 3.2 Develop candidate requirements and recommendations: Determine potential ways (see 

clause 8) in which each user accessibility need or design consideration could be met by requirements 

and recommendations within the standard, considering how flexible or alternative options could 

provide users with the ability to achieve accessibility in the way that best fits the context of use. 

KA 3.3 Evaluate the feasibility of potential requirements and recommendations, taking into account 

constraints and trade-offs. 

KA 3.4 Incorporate resulting requirements and recommendations in the standard. 

KA 3.5 Confirm requirements and recommendations: Consult stakeholders to confirm that 

accessibility is appropriately and adequately addressed in the standard. 

KA 3.6 Repeat some of the previous steps in this stage, if necessitated by stakeholder feedback. 

KA 3.7 Reference: Include a citation for this guide on the reference list in the standard. 

Outcome of this stage 

Requirements and recommendations regarding accessibility for the widest range of users impacted 

by the standard have been addressed and are reflected in the draft standard. 

4.3.4 Stage 4: Issue the draft standard for public review and vote and revise the standard as 

needed 

Key participants 

Standards body and stakeholders 

Key actions [KA] 

KA 4.1 Ensure all draft documents are prepared and published in accessible format(s). 

KA 4.2 Ensure links to all draft documents are disseminated widely in order to collect feedback from 

diverse stakeholders. 
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KA 4.3 Ensure that all commenting and voting tools are accessible. 

Outcome of this stage 

The draft has been disseminated to a wide audience, including diverse users in a diverse range of 

contexts of use. 

4.3.5 Stage 5: Publish the standard 

Key participants 

Standards body 

Key actions [KA] 

KA 5.1 Ensure the standard is published in accessible format(s). 

KA 5.2 Ensure information about the new standard is disseminated to a wide range of relevant 

stakeholders, organizations and standards committees. 

KA 5.3 National standard bodies are encouraged to translate Guide 71 to national language(s) to 

facilitate use by relevant stakeholders, organizations and standards committees. 

Outcome of this stage 

Standard is available for use by all interested parties. 

5 How to apply the guide 

5.1 Two approaches to addressing accessibility in standards 

This supplement identifies two complementary approaches to addressing accessibility in a specific 

standard: 

– an accessibility goals approach (see clause 6), which can be used to identify user accessibility 

needs that can, in turn, be used to identify accessibility requirements and recommendations 

for a standardization project; 

– a human abilities and characteristics approach (see clause 7), which can be used to identify 

design considerations that can, in turn, also be used to identify accessibility requirements and 

recommendations for a standardization project. 

Standards developers should use these approaches to address accessibility in applicable standards. 

The use of both approaches can result in the creation of the most appropriate set of standard-specific 

requirements and recommendations. The extent to which either approach is relied on can vary with 

the scope and context of use of the particular standard being developed. 

Clause 6 provides information on accessibility goals that can support accessibility. The clause 

discusses how standards developers can use questions (based on these goals) within the context of 

their specific standard to identify standard-specific user accessibility needs. 

Clause 7 provides information on human abilities and characteristics and the consequences of 

impairments, including respective design considerations for accessibility. 

Clause 8 provides strategies for developing standards requirements and recommendations based on 

the outputs of the two approaches, and includes examples of requirements and recommendations that 

result from the application of each strategy. 

This guide also recognizes the value of using a range of other sources of accessibility-related 

information. 

Figure 1 provides a graphical summary of how this guide can be used. 

Copyright International Telecommunication Union/ITU Telcommunication Sector 
Provided by IHS Markit under license with ITU-T Licensee=/, User=, 

Not for Resale, No reproduction or networking permitted without license from IHS

-
-
`
,
,
`
`
`
,
,
,
,
`
`
`
`
-
`
-
`
,
,
`
,
,
`
,
`
,
,
`
-
-
-

Full document details: ITU-T SERIES H SUPP 17 2014

http://www.avadocuments.com/doc/itu-t-series-h-supp-17-2014
http://www.avadocuments.com/doc/itu-t-series-h-supp-17-2014


 

  H series – Supplement 17 (11/2014) 7 

 

Figure 1 – Two approaches to address accessibility in standards 

Figure 1 is a visual representation of the two approaches presented in the guide for addressing 

accessibility in standards. The first approach is discussed in clause 6, which contains a set of 

accessibility goals that are used to identify user accessibility needs. The second approach is discussed 

in clause 7, which contains categories of human abilities and characteristics as well as design 

considerations for each category. The results of taking either or both approaches in clauses 6 and 7 

can be applied to develop standard-specific requirements and recommendations, following one or 

more of the strategies discussed in clause 8. 

5.2 Other sources of information 

A wide variety of other sources of information can be used by standards developers, within the scope 

of a particular standard, to identify user accessibility needs, design considerations and/or 

accessibility-related requirements and recommendations. 

It is recognized that different sectors (i.e., products, services and built environments) and their various 

subsectors have more specialized user accessibility needs than are presented in this guide. The 

committees responsible for developing standards for these sectors and subsectors are encouraged to 

produce more detailed sector-specific guidance to assist standards developers within their domains. 

One way of assisting standards developers is to create a collection of user accessibility needs that 

apply specifically to the particular sector (see e.g., ISO/IEC/TR 29138-1[Ref-23] and IEC/TR 62678[Ref-

27]). 

Other potential sources of information on user accessibility needs, design considerations and/or 

accessibility related requirements can be found in government regulations. These can be used directly 

by standards developers but it is important to consider differences in regulations across the various 

jurisdictions intended to use the standard. 

ISO/TR 22411[Ref-11] provides an expansion on the various human abilities and characteristics and 

design considerations presented in clause 7 of this guide. It also provides ergonomic data that can be 

used in developing specific requirements and recommendations. 

The World Health Organization's International Classification of Functioning, Disability and Health 

(ICF)[Ref-39] is a source of information that can be used in standards to describe people and their 

functioning. Adopted by over 190 member states, the ICF provides a resource for a unified, standard 

language and framework, which is consistent, clearly defined and unambiguous. It is available in the 

majority of the world's major languages. Annex B provides an overview on how to use the ICF as a 

resource for terminology that can be used in some parts of standards to describe people and their 

functioning. 
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The number of standards that focus on accessibility within certain sectors is increasing (e.g., 

ISO 9241-171[Ref-5] and ISO 21542[Ref-10]). Where applicable accessibility standards exist, they can be 

used as normative references (i.e., other standards can either require that they be used in their entirety 

or that particular clauses within them be used). 

It is useful to get feedback relating to user accessibility needs directly or indirectly from potential 

users of the systems to be developed using the standard. An effective method to identify user 

accessibility needs is the use of comprehensive surveys on user experiences. Often (e.g., in product 

development) companies have a significant amount of information that can help them identify 

accessibility needs (customer complaints, accident data, marketing data, usability testing results, etc.). 

This supplement can also be used in conjunction with other ISO/IEC guides, including: 

– ISO/IEC Guide 37, Instructions for use of products by consumers;[Ref-15] 

– ISO/IEC Guide 41, Packaging – Recommendations for addressing consumer needs;[Ref-16] 

– ISO/IEC Guide 50, Safety aspects – Guidelines for child safety;[Ref-17] 

– ISO/IEC Guide 51, Safety aspects – Guidelines for their inclusion in standards;[Ref-18] 

– ISO/IEC Guide 59, Code of good practice for standardization;[Ref-19] 

– ISO/IEC Guide 76, Development of service standards – Recommendations for addressing 

consumer issues.[Ref-20] 

5.3 Verifying and validating that accessibility is adequately addressed 

Standards developers should verify and validate that accessibility has been adequately addressed in 

the standard. 

It is preferable that verification and validation be conducted, using this guide and any other 

appropriate resources, by external standards developers not involved in drafting the standard. 

Verification should confirm that the accessibility requirements and recommendations in the standard 

are consistent with the sources from which they were developed. 

Validation should qualitatively confirm that the accessibility requirements and recommendations 

meet the needs of the stakeholders affected by systems that comply with the standard. Validation 

should involve input from representatives of various affected accessibility stakeholder groups and 

accessibility experts with knowledge of the domain of the standard. 

6 Accessibility goals 

6.1 General 

6.1.1 Structure of the goals 

Accessibility goals provide one approach to the identification and development of specific 

accessibility-related requirements and recommendations to be included in standards. This approach 

is referred to in this guide as the accessibility goals approach. The goals can be applied to the design 

and evaluation of a variety of systems and thus could be included within the accessibility guidance in 

a variety of standards. 

Each of the 11 goals is introduced by its name and presented in the same structure: 

1. The goal: The basic goal statement. 

2. Discussion: An elaboration on the basic goal statement. 

3. Background: Sources from which the goal is derived. 

4. Common user accessibility needs: User accessibility needs related to the goal. 

5. Questions to consider: Questions for applying the goal. 
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The goals presented in this guide are based on principles used in a variety of existing accessibility 

guidance documents (including ISO 9241-171,[Ref-5] ISO/IEC 40500[Ref-24] and Principles of Universal 

Design[Ref-32]) and other sources of related information (including ISO 9241-11,[Ref-2] ISO 14915-

1,[Ref-8] ISO 26800[Ref-13]). Standards developers can benefit from consulting the original sources of 

information that were used to derive the goals and which are listed in the bibliography. While many 

of the sources used in their derivation come from the information and communication technology 

(ICT) domain, these goals are intended to be a broad set of goals that can be applied across all 

domains. It is recognized that some goals can be more applicable to some domains than others. 

The accessibility goals in this section can help standards developers identify ways in which the 

standard they are developing could enhance or inhibit the accessibility of the systems on which the 

standard focuses and especially meet the user accessibility needs of diverse users in diverse contexts 

of use. 

6.1.2 Identifying user accessibility needs 

The typical user accessibility needs provided in this clause give standards developers an indication 

of the needs that can be identified by considering the goals and answering the questions. 

Diverse users can have a large number of differing user accessibility needs. However, it is important 

to recognize that different users can have different user accessibility needs in different contexts of 

use, and that specific user needs might not be user accessibility needs for different people in different 

circumstances. The user accessibility needs of some users might also conflict with the user 

accessibility needs of other users. Standards developers should ensure that the requirements and 

recommendations that they include in a standard are sufficient to meet the full set of user accessibility 

needs that are appropriate to the standard. Rather than disregarding some user accessibility needs in 

creating requirements and recommendations for a standard, it is important to ensure that the user 

accessibility needs of diverse users are accommodated in diverse ways. 

6.1.3 Applying user accessibility needs to generate requirements and recommendations 

Standards developers should identify user accessibility needs relating to the particular standard they 

are developing. It is recognized that not all of the typical user accessibility needs identified in this 

clause might be relevant to all standards. Standards developers can apply the goals (either directly or 

via the questions that are presented with them) within the specific context of their standard to identify 

specific user accessibility needs. It is also recognized that the typical user accessibility needs listed 

in this clause should be specialized to suit a particular standard, and that standards developers should 

identify important user accessibility needs that are not listed here. Some of the goals might be easier 

to apply than other goals when developing a particular standard. However, often the less obviously 

applicable goals can be used to identify user accessibility needs that would otherwise be missed. 

In most cases there will not be a one-to-one correspondence between requirements or 

recommendations and user accessibility needs. For example, multiple requirements and 

recommendations could combine to meet a single user accessibility need; and a single requirement 

or recommendation could be used to meet (or partially meet) more than one user accessibility need. 

It does not matter which goal or goals lead to the identification of a user accessibility need. Some of 

the goals might overlap or conflict with one another, requiring trade-offs to be made. Once the set of 

user accessibility needs has been identified, overlaps and potential conflicts can be dealt with 

appropriately. Overlaps will generally not require action; however, in the case of conflicts there could 

be a need for trade-offs in the development of accessibility-related requirements. 

The questions provided with goals in this clause are general questions that standards developers can 

use to help them to identify important issues and user accessibility needs relating to the goal. A copy 

of these questions is contained in Annex C to support their ease of use. Standards developers can use 

these questions to assist them in achieving this goal. Standards developers are encouraged to 
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customize the set of questions by tailoring the existing questions and/or adding further questions in 

order to better suit the particular standard being developed. 

NOTE – In this clause, the term "deliverable" is used to describe all types of documents that are produced 

taking into account the accessibility goals in this clause, such as standards, technical specifications, technical 

reports, publicly available specifications, guides, ITU Recommendations or workshop agreements. 

6.2 The goals 

6.2.1 Suitability for the widest range of users 

6.2.1.1 The goal 

A system is suitable for the widest range of users if it meets the needs of diverse users in diverse 

contexts. 

6.2.1.2 Discussion 

This goal recognizes that the widest range of users involves both diverse users and diverse contexts 

as defined in this guide. While all the potential users might not always be readily known, it is 

important to ensure that persons, who could be appropriate users, if they were provided accessible 

means of doing so, are not excluded. 

6.2.1.3 Background 

This goal is derived from the various definitions of accessibility as discussed in clause 3.1 and from 

the principle of "suitability for the widest range of use" in ISO 9241-171.[Ref-5] 

6.2.1.4 Common user accessibility needs 

User accessibility needs include: 

– to be included as system users through the provision of accessible modes and methods of use; 

– to have the system accessible to users with combinations of impairments and in adverse 

environmental conditions. 

6.2.1.5 Questions to consider 

a) Who are the potential users of systems that will be addressed by or who will relate to this 

deliverable? 

b) Which potential users, if any, might be excluded by the requirements and recommendations 

in this deliverable? 

c) What are all the contexts of use in which systems that relate to this deliverable could be used? 

d) Which contexts of use might be excluded by the requirements and recommendations in this 

deliverable? 

6.2.2 Conformity with user expectations 

6.2.2.1 The goal 

A system conforms to user expectations if it is predictable based on the user's past experience, the 

context of use, laws and standards, and/or commonly accepted conventions. 

6.2.2.2 Discussion 

This goal recognizes that failure to conform to user expectations can be confusing for diverse users 

and can lead to errors. Users can have expectations with regards to a number of aspects of a system 

including: terminology, actions, responses and communications. User expectations are based upon an 
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