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Introduction 
Accessible environments are essential for full participation in society. However, persons with 
disabilities continue to face physical, organisational, and informational barriers that limit 
access to public services, civic life, and community spaces. Addressing these barriers is both 
a legal obligation for municipalities and a foundation for equality and inclusion.

Physical barriers remain highly visible, including stairs, raised kerbs, lack of tactile paving, 
pavement obstacles, limited accessible transport, and inadequate facilities. These restrict mo-
bility and access to public services, transport, and social activities.

Barriers also extend beyond the built environment. Despite digital advances, many services 
and information channels remain inaccessible due to inadequate formats, limited assistive 
technologies, and lack of features such as Sign Language interpretation, accessible websites, 
audio materials, and Braille.

This toolbox is based on the Guidelines for Accessibility and Universal Design for Cities and 
Municipalities, developed by Vračar Municipality in partnership with Borås City, Sweden. It 
translates these guidelines into practical support for municipalities to plan and deliver acces-
sible services, emphasising the need for long-term institutional commitment.

The toolbox introduces Universal Design as a framework and is structured into four areas: 
Inclusive Governance and Budgeting, Accessible Communication and Information,  
Accessible Municipal Service Delivery and Accessibility in the Built Environment. 

Accessibility 
Equal access to the physical environment, transpor-
tation, information and communication technolo-
gies, and public services. 

Reasonable accommodation 
Necessary and appropriate modifications that do 
not impose disproportionate or undue burden.

Inclusion 
Meaningful participation of persons with disabilities 
and recognition of disability perspectives. 

Persons with disabilities 
Individuals with long-term impairments which, in 
interaction with barriers, may hinder full participa-
tion on an equal basis. 

Universal Design 
Design of products and environments usable by the 
widest possible range of people without the need 
for adaptation. 

KEY DEFINITIONS: 
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Universal Design 
Universal Design is a framework for developing environments, products, services, and infor-
mation that can be used by all people, to the greatest extent possible, without the need for sub-
sequent adaptation. It acknowledges human diversity, differences in age, ability, culture, and 
life circumstances, and seeks to enable full participation in social, cultural, and civic life. 

The approach is guided by established principles: equitable use; flexibility in use; simplicity 
and intuitiveness; perceptible information; tolerance for error; low physical effort; and 
appropriate size and space for approach and use. Together, these principles promote design 
that accommodates diverse abilities, minimises risk, reduces physical strain, and ensures that 
information and environments are accessible and comprehensible to all. 
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The Convention on the Rights of Persons 
with disabilities
The Convention on the Rights of Persons with Disabilities (CRPD) is a legally binding UN hu-
man rights treaty adopted in 2006 to protect the dignity, equality, and fundamental freedoms of 
people with disabilities. It shifts views from disability as a charity matter to one of human rights, 
mandating accessibility, independent living, and inclusion. As of 2024, the Convention has over 
190 ratifications, making it one of the most widely accepted international human rights treaties.

Key Principles and Scope

The CRPD focuses on promoting full equality under the law, ensuring that disabled 
persons enjoy the same rights as everyone else. Core principles include:  

•	 Respect for inherent dignity and individual autonomy.
•	 Non-discrimination and equality of opportunity.
•	 Full inclusion and participation in society.
•	 Accessibility in environment, transportation, and information. 

Core Obligations of Parties
States that ratify the convention must ensure legal rights are enforced, including:  

•	 Education: Inclusive education systems at all levels.
•	 Work: Right to work on an equal basis, including vocational training and reasonable 

accommodation in the workplace.
•	 Health: Access to the highest attainable standard of health without discrimination.
•	 Independent Living: Right to live independently and be included in the community.
•	 Participation: Active participation in political and public life, including voting rights.
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1.	Inclusive Governance and Budgeting 
Inclusive governance ensures that equality and accessibility are integrated into the core 
instruments of public decision-making: budgeting and procurement. Fiscal policy and 
purchasing power are not merely administrative functions; they are central tools for 
translating rights into tangible opportunities and shaping social outcomes.  

Inclusive Budgeting 
Inclusive budgeting is both a matter of rights and sound economic policy. Public expenditure 
that promotes the inclusion of persons with disabilities strengthens labour market participation, 
increases household income, and reduces long-term dependency. Investments in inclusive edu-
cation, accessibility, employability, and community-based services often generate wider societal 
benefits, including for older persons and other groups. 

Inclusion is not determined by the overall volume of spending, but by its orientation. Expend-
iture that supports segregated institutions risks reinforcing exclusion, whereas investment in 
inclusive systems advances equality and social cohesion. Budgets thus represent operational 
expressions of policy priorities: when accessibility and equality are embedded in fiscal 
planning, they move from principle to practice. 

Accessible Public Procurement 
Accessible public procurement is a complementary strategy. Persons with disabilities face barri-
ers that restrict access to public services, information, and physical infrastructure. Public funds 
must not be used to create or maintain inaccessible buildings, services, or technologies. 

Procurement can actively promote inclusion by embedding accessibility standards and Univer-
sal Design principles in technical specifications, evaluation criteria, and contracting processes. 
Affirmative measures, such as reserved procurement for enterprises employing persons with 
disabilities, accessible public transport, and compliance with technical accessibility require-
ments, strengthen participation and reduce inequality. 

Practical Implications 
Together, inclusive budgeting and accessible public procurement convert public finance into a 
practical instrument for equality and social inclusion. They require structured planning, institu-
tional commitment, and mechanisms for accountability. The guidance and tools in this chapter 
are intended to help municipalities understand how to plan, implement, and monitor inclusive 
governance in practice.
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1.1 	Guidelines for Inclusive Budgeting 
This section provides practical guidance for designing and implementing budgets that 
actively promote accessibility and inclusion. It focuses on allocating resources, planning 
measures, and monitoring outcomes to ensure that all citizens can participate fully in 
public life. 

Cost Spectrum of Inclusion Measures 
Inclusion measures vary in fiscal intensity. Low or no additional cost: Reserved public pro-
curement mechanisms that incentivise inclusive employment. Medium cost: Progressive im-
provement of accessibility in the built environment. Higher cost: Funding of community- 
based services, personal assistance and targeted social protection schemes. 

Even higher-cost interventions typically apply to a limited proportion of the population and 
can be accommodated within a structured, long-term fiscal framework. 

Defining Inclusive Budgeting 
Inclusive budgeting refers to the systematic design of public expenditure so that it responds to 
the diversity of citizens’ needs, including those of persons with disabilities. 

Disability-responsive budgeting parallels gender-responsive and child-sensitive budgeting, but 
focuses specifically on disability rights and equal participation. 

An inclusive budget: 

•	 Ensures adequate funding for the realisation of rights; 

•	 Directs resources towards measurable inclusion outcomes; 

•	 Embeds accessibility and equality requirements within 
public procurement and financial management systems. 
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Alignment with the Convention 
Budgeting aligned with the Convention on the Rights of Persons with Disabilities must be 
comprehensive and cross-sectoral. A fundamental prerequisite is that budget designers and ex-
ecuting authorities possess working knowledge of the Convention’s provisions and apply them 
consistently. Meaningful participation of representative organisations of persons with disabili-
ties – across preparation, adoption and implementation phases – is essential. 

Public policies financed through the budget should: 

•	 Promote inclusion and equal participation; 
•	 Discourage, and where appropriate financially disincentivise, discrimination and segregation; 
•	 Avoid directing resources towards measures that undermine Convention principles. 

Budget execution mechanisms – transfers, grants, procurement rules, tax measures and revenue 
policies – should function as active instruments of inclusion.

Core Principles and Practical Checklist 
The following principles may serve as a practical compliance framework: 

•	 The budget process is explicitly aligned with Convention obligations. 

•	 Continuous consultation is conducted with representative organisations, including 
thoserepresenting women and children with disabilities and other marginalised groups. 

•	 Financial instruments are leveraged to advance inclusion across sectors. 

•	 Accessibility and non-discrimination are mainstreamed in all publicly funded policies,  
including development assistance. 

•	 Public procurement frameworks incorporate accessibility and equality requirements. 

•	 Legacy programmes inconsistent with the Convention are progressively reformed  
within defined timeframes. 

•	 Resources support socially innovative and community-based models. 

•	 Local authorities allocate funds towards the progressive realisation of universal accessibility  
in services under their competence. 

•	  Revenue policies consider the additional economic burdens borne by women with disabilities. 

•	 Medium-term fiscal planning safeguards adequate space for inclusive measures. 

•	 Safeguards prevent regression or withdrawal of funding from inclusive policies. 

•	 Monitoring and evaluation frameworks assess not only allocation levels but effectiveness  
and rights compliance. 

•	 Local authorities adopt a proactive role in initiating structured dialogue with  
representative organisations throughout the budget cycle. 
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1. Accessibility in Technical Specifications 
Accessibility requirements should be integrated into the technical specifications of works, 
goods, and services from the outset. Where established accessibility standards exist, 
these should be explicitly referenced. Specifications should reflect Universal Design princi-
ples and ensure usability by the widest possible range of users.  
 

 

2. Accessibility in Award and Evaluation Criteria 
Accessibility can be incorporated as a qualitative evaluation criterion, rewarding tenders 
that exceed minimum compliance and demonstrate innovative inclusive solutions. This 
shifts accessibility from a formal requirement to a competitive advantage.  
 

 

3. Reserved and Strategic Contracting 
Reserved procurement mechanisms can strengthen the economic participation of per-
sons with disabilities by awarding contracts to enterprises employing or managed by 
them. Such measures complement technical accessibility requirements by addressing 
economic inclusion.  
 

 

1.2 	Guidelines for Accessible Public Procurement 
Public procurement is one of the most powerful instruments available to municipalities 
for advancing accessibility in practice. By shaping what is purchased, how contracts are 
designed, and which criteria are applied, local authorities can ensure that public funds 
actively remove barriers rather than reproduce them. 

Accessible public procurement means that all goods, works, and services intended for public 
use are specified, evaluated, and delivered in a manner that ensures accessibility for persons 
with disabilities. This applies equally to the built environment, transport systems, digital servic-
es, information and communication technologies, and everyday public services. 

Key Practical Approaches 
Municipalities seeking to strengthen accessibility through procurement should focus on three 
core dimensions: 
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From Compliance to Strategic Use 
Public procurement represents a significant share of municipal expenditure. When accessibility 
criteria are systematically embedded across procurement procedures, purchasing power becomes a 
strategic driver of inclusion. This requires internal coordination between procurement officers, 
technical departments, and accessibility experts, as well as clear monitoring mechanisms to 
ensure that contractual accessibility requirements are implemented in practice. 

Accessible public procurement is therefore not an isolated administrative task but a core com-
ponent of inclusive governance. Properly applied, it transforms municipal purchasing power 
into a concrete instrument for equality and participation. 

Public Procurement Procedure That Promotes Accessibility 
A typical public procurement procedure consists of six stages: 

1. 	Needs assessment and preparation of technical specifications 
2. 	Publication of the contract notice 
3. 	Evaluation of tenders 
4. 	Selection of the economic operator 
5. 	Contract award and conclusion 
6. 	Contract management and monitoring 

Accessibility must be integrated at the preparatory stage. Technical specifications should explicitly 
refer to mandatory accessibility standards. 
During evaluation: 

•	 Tenderers must submit evidence of compliance with accessibility standards; 
•	 Contracts must not be awarded to tenderers whose offers violate accessibility requirements. 

Incorporating accessibility and Universal Design into procurement criteria incentivizes suppliers to 
improve their products and services. Increased availability of accessible solutions may ultimately reduce 
costs. Therefore, accessibility and Universal Design should not be viewed as cost-increasing measures. 

Examples of Application 
In practice, accessible procurement may include: 
•	 Requiring tactile paving and orientation systems in public infrastructure projects 
•	 Ensuring that public transport vehicles and stations meet accessibility standards 
•	 Procuring digital platforms that comply with recognised accessibility standards 
•	 Including accessibility requirements in the refurbishment or construction of public-use buildings 
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General Recommendations for Local Governments 

Local authorities should: 

1. 	Adopt a multidisciplinary approach involving disability organisations and experts; 
2. 	Conduct impact analyses of accessibility requirements during the preparatory phase; 
3. 	Adopt internal acts regulating inclusive procurement; 
4. 	Allocate budgets for inclusive procurement and capacity building; 
5. 	Publicly promote positive examples; 
6. 	Provide guidance to economic operators. 

Prioritisation 
Since it is unrealistic to apply accessibility requirements to all procurements simultaneously, 
prioritisation is essential. This may involve: 

1. 	Defining procurement categories; 
2. 	Mapping expenditures; 
3. 	Developing a relevance–cost matrix. 

Highly relevant categories often include construction, transport infrastructure, ICT, education-
al materials, medical products, and public workspaces. 

Relevance may be assessed by considering: 

•	 Extent of use; 
•	 Impact of inaccessibility; 
•	 Existing analyses by disability organizations. 

Construction works are typically high priority due to both high relevance and high cost. 
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Phases of the Accessible Public Procurement Process 

Goal Setting 
Example targets (illustrative): 

•	 100% of high-priority procurements meet accessibility criteria; 
•	 20% of medium-priority procurements; 
•	 10% of lower-priority procurements. 

Verify compliance
 
Conduct user 
testing 

Prioritize 
procurements
 
Allocate budgets
 
Provide 
accessibility 
information 

Apply international 
standards
 
Involve persons 
with disabilities 
 

Include accessibility 
criteria 

Promote inclusive 
bidders 
 

Monitor 
accessibility 
compliance 
 

Planning & 
Budgeting 

Technical 
specifications

Public call &  
bid collection

Bid 
evaluation

Contract 
management
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Approaching compliance 
Internal policies prevent creation of new barriers  
 
 

Meets requirements 
Clear percentage targets established  
 
 

Exceeds requirements 
Procurement policies actively promote inclusive bidders  
 

 

Affirming Inclusiveness Among Bidders 
Contracting authorities may assess whether bidders: 

•	 Have inclusion policies; 
•	 Employ persons with disabilities; 
•	 Provide reasonable accommodation; 
•	 Require inclusive practices from suppliers; 
•	 Consult disability organisations.

Success Indicators 
Progress may be assessed at three levels: 
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2.	Accessible Communication  
and Information  
Access to information and communication is a precondition for participation in 
contemporary society. Public authorities increasingly rely on digital platforms and 
electronic communication to deliver services, provide information, and enable civic 
engagement. If these channels are not accessible, significant groups of citizens are 
effectively excluded from public life. 

Why it matters 
Digital accessibility concerns the removal of barriers that prevent individuals from using infor-
mation and communication technologies (ICT). Accessible communication extends this prin-
ciple beyond digital platforms to all forms of public messaging—written, visual, auditory, and 
tactile. Together, they ensure that information is understandable, usable, and available to people 
with diverse abilities, ages, languages, and life circumstances. 

Barriers may affect blind users who cannot interpret non-accessible websites, older adults who 
struggle with complex interfaces, or residents in remote areas with limited connectivity. Such 
obstacles are not inevitable; they arise from design choices and can therefore be systematically 
addressed. Integrating accessibility from the earliest stages of content and service development 
is both more cost-effective and more efficient than retrofitting solutions at a later stage. 

Practical Implications 
Accessible communication and digital services benefit society as a whole. Measures such as 
alternative text for images, captions for video content, screen-reader compatibility, assistive 
technologies, Easy-to-Read formats, and clear language improve usability for a wide range of 
users. By ensuring that public information and services are accessible, municipalities strengthen 
transparency, democratic participation, and social cohesion. 

Accessible communication also has an interpersonal dimension. When individuals can both 
receive and convey information effectively, they are better able to exercise autonomy, engage in 
dialogue, and influence decisions affecting their lives. In this sense, accessibility is not merely a 
technical adjustment but a cornerstone of inclusive governance.
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2.1 	Guidelines for Accessible Communication and 
Information Provision 
This section provides guidance for making municipal communication accessible to all 
users. It focuses on removing barriers, designing content inclusively, and ensuring that 
information is understandable and usable for citizens with diverse needs. 

Accessible City or Municipality Websites 
Digitalisation has increased the visibility of persons with disabilities and improved access to in-
formation. Municipal websites often serve as the first point of contact for information. There-
fore, city and municipal websites must comply with Web Content Accessibility Guidelines. 
IT and communications staff should be familiar with these standards. 

Websites should provide accurate information about building accessibility and available services, 
including a contact point for inquiries. While online access should be maximised, it must not 
replace physical access to information. Physical access requires buildings free of architectural 
barriers and the ability to provide alternative formats for information. 

Communication with Persons with Hearing Impairments 
•	 Provide a sign language interpreter or remote translation service for deaf persons who use 

Sign Language. Address the deaf individual directly and maintain eye contact, not with the 
interpreter. 

•	 Deaf persons who use hearing aids or do not use sign language may communicate through 
text or induction loop systems. 

•	 Avoid covering your mouth, speaking over others, or raising your voice unnecessarily. 
•	 If announcements are made via microphone, use digital displays to convey names or 

instructions.

Communication with Blind and Visually Impaired Persons 
•	 Provide Braille information boards or computers with screen-reading software; audio formats 

are also acceptable. 
•	 Install tactile guidance paths from entrances to service points, at least 40 cm wide with 

directional grooves. 
•	 Introduce yourself by name and role. Inform the person of interruptions or if you are leaving 

the room. 
•	 Guide dogs must not be touched or distracted. Address the person directly, not their assistant. 
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Communication with Persons with Mobility Impairments 
•	 Be understanding if a person arrives late due to transportation barriers. 
•	 Ensure accessible parking near the entrance. 
•	 Ramps must have a 5% slope with dual-height handrails. Lifting or carrying a person is not 

acceptable. 
•	 Mobility aids (wheelchairs, walkers, crutches) must not be handled without consent. 
•	 When conversing with a wheelchair user, sit to maintain eye-level contact. Provide 

appropriately sized tables or desks. Address the person directly, not their assistant. 

Communication with Persons with Intellectual or Communication Disabilities 
•	 Listen patiently and allow the person to complete sentences. Do not pretend to understand if 

you have not. 
•	 Use clear, simple language and avoid technical terms. 
•	 Speak slowly, use short sentences, and support communication with relevant images. 
•	 Provide details such as what is happening, where, when, and contact information. 
•	 Maintain eye contact, use gestures, and allow sufficient time to process information. 
•	 If communication is not possible, ask the person their preferred method or request a trusted 

contact.

General Recommendations for  
Quality and Inclusive Communication 

1.	 Be aware of verbal and non-verbal messages, tone, gestures, and facial expressions. 

2.	 Practice active listening and demonstrate genuine interest. 

3.	 Use visual and physical aids (charts, images, tables) and ensure the environment is 
accessible. Consider assistive technologies such as tablets, induction loops, Braille 
printers, tactile info desks, and digital displays. 

4.	 Respect cultural differences and adapt communication style accordingly. 

5.	 Be patient and empathetic, particularly with individuals experiencing stress or 
emotional difficulties. 

6.	 Prepare a list of frequently asked questions and answers. 

7.	 Interact respectfully, establishing eye contact but not insisting on it. 

8.	 Address the person directly, not interpreters or assistants.
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2.2 	Guidelines for Digital Accessibility 
This section offers practical guidance for ensuring that digital services and platforms are 
accessible to all users. It emphasises accessible design, inclusive content development, and 
the integration of assistive technologies and accessibility standards from the outset. 

How to Ensure Digital Accessibility 
Digital content can take many forms: websites, videos, social media, emails, webinars, online 
booking systems, e-commerce platforms, electronic banking, online forms, and more. Accessi-
ble content ensures everyone can use it effectively. 

Core Principles of Digital Accessibility 
Digital accessibility is based on four principles, applicable to all content: 

1. Perceivable Information and User Interface
•	 Provide text alternatives for images, diagrams, and other non-text content. 
•	 Include captions and other alternatives for multimedia. 
•	 Allow content to be presented in multiple ways. 

2. Operable User Interface and Navigation
•	 Ensure users can navigate using only a keyboard. 
•	 Allow adequate time for users to read and interact with content. 
•	 Make navigation clear and help users understand their location within content.
  

3. Understandable Information and User Interface  
•	 Use readable and understandable text, compatible with text-to-speech software. 
•	 Provide clear instructions. 
•	 Use simple language, navigation maps, and other aids. 

 4. Robust Content and Reliable Interpretation
•	 Ensure compatibility with current and future assistive technologies. 
•	 Make content equally accessible on phones, computers, and other devices.  
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Potential Barriers 
Barriers can be: 
•	 Permanent – e.g., blindness or deafness 
•	 Temporary – e.g., injury, fatigue 
•	 Situational – e.g., weak internet, noisy environment 

Barriers may be cognitive, visual, auditory, physical, or speech-related.

Practical Guidelines for Accessible Digital Content 

Websites 
Standards: Follow Web Content Accessibility Guidelines (WCAG):  
https://www.w3.org/WAI/standards-guidelines/ 

Keyboard Accessibility: 
•	 Ensure logical navigation using Tab key. 
•	 Provide a visible focus indicator. 
•	 Include skip links to navigate directly to main content. 

Page Titles and Headings: 
•	 Use descriptive <title> tags for SEO and screen readers. 
•	 Structure content using headings <h1>–<h4> sequentially. 
•	 One <h1> per page; subsequent sections use <h2>, <h3>, etc. 

Fonts and Language: 
•	 Use simple Sans Serif fonts. 
•	 Prefer plain language; break long paragraphs. 
•	 Explain technical terms, acronyms, and abbreviations. 
•	 Provide Easy-to-Read versions:  

https://www.inclusion-europe.eu/easy-to-read-standards-guidelines/ 

Color Contrast: 
•	 Ensure sufficient contrast (e.g., black text on yellow or white on dark blue). 
•	 Verify contrast for text over images or videos: https://webaim.org/resources/contrastchecker/ 

Links: 
•	 Use descriptive links, e.g., “Download Form 1 as Word document” instead of “click here.” 

https://www.w3.org/WAI/standards-guidelines/  
https://www.inclusion-europe.eu/easy-to-read-standards-guidelines/
https://webaim.org/resources/contrastchecker/
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Images 
•	 Provide alt text (max 125 characters) for screen readers. 
•	 Decorative images should have empty alt attributes (alt=””). 

Video 
•	 Caption all videos; use closed or open captions. 
•	 For live events, use automatic or human-generated live captions. 
•	 Provide audio descriptions for visually impaired users. 

Forms  
•	 Display error messages beneath relevant fields. 
•	 Provide clear guidance for corrections. 
•	 Include confirmation pages after submission. 

Animation and Pop-Ups  
•	 Allow users to pause or slow animations. 
•	 Ensure pop-ups can be closed with a keyboard. 

Responsive Design  
•	 Adapt content to computers, tablets, and phones. 
•	 Ensure zooming and scrolling works without difficulty. 

Social Media  
•	 Apply same accessibility rules as websites: captions, alt text, color contrast. 
•	 Use CamelCase in hashtags, e.g., #AccessibilityForAll. 
•	 Limit the number of hashtags and emojis for screen reader usability. 

Documents  
•	 Ensure Word, PDF, and PowerPoint documents are accessible. 
•	 Use clear fonts, sufficient contrast, plain language, and headings. 
•	 Acrobat Professional offers accessibility checkers. 
•	 Test accessibility in final PDFs. 

User Feedback  
•	 Ask users for feedback to identify and correct accessibility issues. 
•	 Engage a diverse spectrum of users for testing.

Multimedia:
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3.	Accessible Municipal Service Delivery  
Administrative Service Centres and Single Administrative Points are designed to 
simplify citizens’ interaction with public authorities by centralising procedures and 
reducing administrative burden. Their purpose is to make public services more efficient, 
coordinated, and user-oriented. However, simplification is meaningful only if it applies to 
all citizens. Where persons with disabilities encounter physical, communicative, or digital 
barriers, the objective of equal access is compromised. 

Accessibility must therefore be understood as an integral component of service design and 
delivery. It should be embedded in the planning, organisation, and daily operation of Service 
Centres and Single Administrative Points, ensuring that centralisation does not inadvertently 
create new forms of exclusion. 

The same principle applies to municipal cultural, civic, and community events. Public events 
are important arenas for participation and visibility in local society. If accessibility is not con-
sidered from the outset, they risk reinforcing barriers rather than promoting inclusion. 

Practical Implications 
Ensuring accessibility in municipal service delivery and public events is thus a practical expres-
sion of inclusive governance. It demonstrates how local authorities can translate commitments 
to equality into everyday administrative practice and public life. 
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3.1 	Guidelines for Single Administrative Points and 
Administrative Service Centres 
This section provides guidance for making municipal services accessible to all citizens. 
It focuses on planning service delivery, removing barriers, and ensuring that facilities, 
procedures, and staff support full participation. 

Physical Accessbility 
Premises must be accessible to wheelchair users, persons with reduced mobility, and blind or 
partially sighted persons.  
 
This requires: 

•	  Step-free access, with ramps or lifts where necessary 
•	 Corridors and doorways of adequate width (minimum 80 cm) 
•	 Accessible service counters, at appropriate height or free of physical barriers 
•	 Tactile paving to guide blind users 
•	 An accessible toilet, compliant with standards (minimum 150 cm turning circle, grab rails 

installed and facilities unobstructed) 
•	 Equipment and Technology 
•	 Queue management systems and user terminals must be fully accessible. 

They should: 

•	 Be positioned along barrier-free routes 
•	 Use clear, high-contrast visual displays with large, legible text 
•	 Offer intuitive navigation suitable for users with diverse abilities 
•	 Provide audible announcements 
•	 Be compatible with assistive devices, including hearing aids and headphones 
•	 Include tactile markings where appropriate 
•	 Staff should be available to assist where required. 
•	 Displays must be clearly visible, well illuminated and use high-contrast text (minimum 

18-point font).  
•	 LED ticker displays should present information at a pace that allows users sufficient time to 

read it; text size must correspond to viewing distance and lighting conditions.
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Communication and Information 
Information must be available in accessible formats, including audio, Braille, sign language and 
easy-to-read versions. 

Service counters should be equipped with induction loop systems for hearing aid users and 
clearly marked with the international symbol. 

Given that many deaf citizens use different national sign languages as their first language, staff 
should have at least basic sign language awareness. Municipalities should ensure access to a 
qualified interpreter, whether in person or remotely. Reliable internet access and suitable devices 
should therefore be available. 

For blind and partially sighted persons, information should be provided in Braille, audio for-
mat, or electronically in a format compatible with screen readers. A Braille printer should be 
available where feasible. 

Staff Training and Support 
Officials must be trained in accessibility standards and inclusive service delivery. They should 
understand the needs of different user groups and communicate clearly, patiently and without 
unnecessary complexity.

Accessible Forms 
Forms must be designed for clarity and ease of use. 
Key principles include: 

•	 Clear and logical structure 
•	 Plain language 
•	 Minimum 14-point font (e.g. Arial, Calibri or Verdana) 
•	 Sufficient space for completion 
•	 Availability in digital and, where possible, Braille formats 
•	 Clear guidance notes beside each field 
•	 Optional interactive elements in digital forms to reduce errors 

Effective Single Administrative Points and Service Centres are not defined solely by efficiency, 
but by inclusivity. Accessibility must therefore be treated not as an adjunct, but as a core stand-
ard of good administration. 
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3.2 	Guidelines for Organising Accessible Events, Cultural 
Manifestations, and Conferences 
Organising an event, whether a conference, public forum, or cultural performance, 
requires careful planning to ensure full participation for all attendees, regardless of 
their abilities or personal characteristics. Accessibility should be embedded from the 
earliest stages of planning; participants with disabilities should not be expected to adapt 
to barriers. Universal design—conceptualising events so that everyone can participate—
should guide all organisational decisions. 

Invitations and Registration 
The accessibility of an event begins with invitations and registration. Communications should 
clearly describe the event’s accessibility and provide a designated contact for enquiries. Regis-
tration forms offer an opportunity to anticipate and meet participants’ needs. Attendees should 
be able to indicate requirements such as: 

•	 Presence of a personal assistant 
•	 Sign language interpretation 
•	 Materials in alternative formats (Easy-to-Read, Braille, or digital files) 

Allowing participants to describe their needs in an open-ended manner ensures that organisers 
can provide appropriate support and seating arrangements. 

Transportation and Venue Access 
Transport to the venue can present significant challenges for attendees with disabilities, the 
elderly, or parents with strollers. Clear instructions should be provided for travel by car, taxi, or 
public transport, including the location of accessible parking. The route from parking or trans-
port stops to the building must be free of barriers. 

Venue entrances should meet recognised standards: 

•	 Barrier-free access via ramps, platform lifts, or elevators 
•	 Automatic doors with a minimum clear width of 90 cm and thresholds no higher than 2 cm 
•	 Unimpeded movement inside the venue, with wide corridors, non-slip floors, and tactile or 

visual guidance for blind, visually impaired, or deaf participants 

Signage should be clear, legible, and highly visible, with high contrast and non-reflective surfaces. 
Guide and assistance dogs must be permitted throughout the facility.
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Facilities and Event Spaces 
Accessible facilities, including toilets and event halls, are essential. Toilets should provide 
enough space for wheelchair users to turn and include armrests on both sides. Event halls must 
allow unobstructed movement and flexible seating arrangements, ensuring all participants can 
access microphones, presentation materials, and digital resources.  

Audio-visual accessibility should include: 

•	 Captions for video content and live transcription 
•	 Sign language interpreters for deaf participants 
•	 Verbal descriptions of visual content for blind or visually impaired participants 
•	 Induction loop systems for hearing aid users 

Lighting and acoustics should support accessibility: glare-free, evenly distributed lighting with 
intensified zones where visibility is critical, and acoustic conditions optimised for speech intelli-
gibility with minimal background noise. 

Catering and Breaks 
Food and refreshment arrangements should accommodate a range of dietary requirements, in-
cluding allergies, religious restrictions, and vegetarian or vegan diets. Lightweight cups, straws, 
and accessible serving tables are recommended. Breaks should be scheduled with sufficient 
duration to allow attendees with mobility challenges to access facilities without stress. 
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Summary 
Accessible events require anticipatory, detailed planning across all stages of a participant’s jour-
ney. By integrating universal design principles, providing accurate and detailed information, 
and ensuring accessible transport, venues, and support systems, organisers create inclusive 
events where every attendee can participate fully and safely. Accessibility is not optional—it is 
central to the quality and success of any event. 

Summary

Accessible events require anticipatory, detailed planning across all stages of a partic-
ipant’s journey. By integrating universal design principles, providing accurate and de-
tailed information, and ensuring accessible transport, venues, and support systems, 
organisers create inclusive events where every attendee can participate fully and safely. 
Accessibility is not optional—it is central to the quality and success of any event.

Programme and Working Materials 
Programme design significantly affects accessibility. Sessions should include regular breaks 
every 30–60 minutes, allowing participants, interpreters, and speakers to rest.  

Speakers must be briefed on accessibility, including: 

•	 Clear speech and microphone use 
•	 Verbal description of slides and visual content 
•	 Adherence to the published schedule 

Working materials should be available in alternative formats, such as large print, Braille, or 
accessible digital files. All programme communications should inform participants about acces-
sibility features and support options. 

Accommodation 
For multi-day events, accommodation must be fully accessible, including rooms, bathrooms, 
dining areas, and public spaces. Barrier-free access between accommodation and the event venue 
must also be ensured, and costs considered in budgeting.
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4.	Accessibility in the Built Environment 
Accessibility refers to the systematic application of technical and design standards to ensure 
that buildings and public spaces are usable by all people, without barriers. It is not an optional 
enhancement but a fundamental requirement of good planning, design, and construction 
practice. Streets, pavements, parks, squares, and public-use buildings must accommodate the 
full diversity of users, including persons with disabilities, children, and older people. 

Public space
Public space, by definition, is intended for universal use. A street or park must function equally 
well for a wheelchair user, a blind person, a parent with a pram, a child, and an older citizen. 
When accessibility standards are not met, the cause is rarely a lack of regulation; more often 
it reflects insufficient coordination, limited technical understanding, or inadequate oversight. 
Addressing these gaps requires systematic planning and clarity of responsibility. 

Public-use buildings 
In the construction and refurbishment of public-use buildings, accessibility must be embed-
ded from the earliest stages of strategic planning. Historically, it was often treated superficially, 
reduced to a general reference to compliance with technical standards. Such an approach is no 
longer sufficient. Accessibility requirements must be clearly articulated in the terms of reference 
and integrated throughout the entire process—from concept design to completion. Ambiguity 
at the commissioning stage inevitably results in barriers in practice. 

Many buildings constructed in the twentieth century did not anticipate the widespread use 
of mobility aids and therefore remain only partially accessible. Contemporary planning must 
adopt a different paradigm: built environments should enable safe and independent movement 
to the greatest extent possible. Designers, contractors, investors, and public authorities share 
responsibility for identifying and addressing the critical points that determine whether a person 
can enter, use, and exit a facility independently. Accessibility is not a concession; it is a prerequi-
site for equal participation in public life. 
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4.1 	Guidelines for Accessible Public Spaces 
This section provides practical guidance for making public spaces accessible to all users. 
It focuses on identifying barriers, applying Universal Design principles, and integrating 
accessibility into everyday planning, management, and maintenance of streets, parks, 
squares, and other communal areas. 

Designing for Accessibility: The Mobility Chain 
Accessible public space depends upon an uninterrupted “mobility chain”. Each link must com-
ply with established standards. These include: 

•	 Accessible approaches and entrances 
•	 Continuous movement corridors 
•	 Wayfinding and information systems 
•	 Public amenities (e.g. toilets, playgrounds, market stalls) 
•	 Tactile walking surfaces 
•	 Road crossings 
•	 Public transport interfaces 

Partial compliance is insufficient. The absence of a single element compromises the integrity of 
the whole. 

Designers and contractors must consider the full range of assistive devices in use—manual and 
powered wheelchairs, walking aids, white canes, hearing aids and others. A ramp alone does 
not guarantee accessibility; gradients, handrails, stair design and tactile warnings must also be 
addressed. 

Movement Corridors 
Level access should be prioritised. Where changes in elevation are unavoidable, solutions must 
include: 

•	 Inclined walkways with a maximum gradient of 5% (where feasible) 
•	 Dual-height handrails on both sides 
•	 Platform lifts where appropriate 

Walking surfaces must be stable, firm and non-slip. Drainage channels should not interrupt 
pedestrian routes; where unavoidable, grates must be flush with the surface and designed to 
ensure safe passage for wheelchair and pram wheels. 
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Information and Wayfinding Systems 
Wayfinding systems must promote clarity, safety and independence. Information should be 
communicated in multiple formats to maximise comprehension. 

•	 Audio-only information excludes Deaf and hard-of-hearing users. 
•	 Visual-only information excludes blind and partially sighted users. 
•	 Clear pictograms assist individuals with intellectual disabilities and those unfamiliar with 

the local language. 

Redundancy in communication formats is good administrative practice. 

Accessible Amenities 
Public features, such as toilets, kiosks, playgrounds and seating areas, must comply with acces-
sibility standards and reflect the principles of Universal Design. 

In practice, barriers frequently arise through poor coordination: obstructed entrances, inaccessible 
counters, exposed cables or poorly positioned street furniture. A zero-tolerance approach to such 
barriers should be adopted and embedded contractually in project delivery and maintenance regimes. 

Tactile Treatments 
Tactile surface treatments are essential for independent navigation by blind and partially sighted 
persons. These include:  

•	 Tactile guiding paths for directional movement 
•	 Directional/dividing fields indicating a change of route 
•	 Safety fields warning of hazards such as stairs or traffic 
•	 Tactile crossing indicators integrated into audible pedestrian signals, providing 

information on crossing direction and layout 

These elements must contrast clearly with surrounding surfaces in both texture and colour. 

Road Crossings 
Kerb ramps must extend across the full width of pedestrian crossings and align with carriage-
way level. The maximum recommended gradient is 8.3%; steeper gradients should be permitted 
only where technically unavoidable.  

Refuge islands must incorporate tactile safety fields across the full crossing width. Street fur-
niture and landscaping should delineate pedestrian zones clearly from carriageways and cycle 
paths, consistent with national urban development policy. 
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Public Transport Interfaces
Bus stops must align with the technical specifications of low-floor vehicles equipped with 
ramps. Platforms should: 

•	 Allow safe wheelchair manoeuvring 
•	 Provide shelter from wind and weather 
•	 Include visual and audible real-time information 
•	 Mark platform edges with tactile and high-contrast indicators 

Accessible transport infrastructure is integral to accessible public space. 

User Experience and Evaluation 
Compliance should be assessed through structured review of user experience—examining 
approach routes, entrances, movement within the space, lighting, amenities, signage and com-
munication systems. 

Particular attention should be given to: 

•	 Barrier-free access from nearby transport and parking 
•	 Level or ramped entrances 
•	 Continuous accessible routes 
•	  Accessible information in multiple formats 
•	 Safe treatment of drainage intersections 
•	 Clear warnings of potential pedestrian–cyclist conflicts  

Accessibility is achieved only when the mobility chain functions seamlessly from origin to 
destination. 
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4.2 	Guidelines for the Construction and Refurbishment 
of Public-Use Buildings 
This section offers practical tools and recommendations for ensuring that public buildings 
are designed, constructed, and refurbished to be fully accessible. It emphasises clear 
specifications, stakeholder coordination, and the systematic application of accessibility 
standards throughout the project lifecycle. 

The Uninterrupted Chain of Movement 
Accessibility requires a continuous chain of movement from arrival to departure. This includes: 

•	 Starting points (public transport stops and accessible parking) 
•	 Access routes within the site 
•	 Entrances 
•	 Internal circulation (corridors, vertical movement, lighting) 
•	 Sanitary facilities 
•	 Service provision in accessible formats 
•	 Assistive listening systems 
•	 Fire safety and emergency egress 
•	 Signage and wayfinding systems 

A weakness at any single point compromises the integrity of the whole. 

Starting Points and Parking 
While investors may not control adjacent public transport infrastructure, accessible parking 
within the facility boundary, where feasible, must be located as close as possible to the principal 
entrance, minimising travel distance for persons with disabilities. 
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Access Routes 
Access routes should be step-free and direct. Changes in level should be avoided; where unavoidable, 
solutions must include: 

•	 Inclined planes with a maximum gradient of 5%, equipped with dual-height handrails 
•	 Platform lifts or elevators 

Walking surfaces must be firm, stable and non-slip. Wayfinding signage along the access 
route—potentially supported by colour coding—can significantly enhance navigability. 

Entrances 
Entrances must be clearly identifiable, well lit and free from thresholds. Doors should be at 
least 90 cm wide and easy to operate; automatic sliding doors represent best practice. 

Glazed doors must be visibly marked at appropriate heights for both standing users and wheel-
chair users. Floor mats, where necessary, must be flush with the surface and securely fixed. 

Internal Circulation 
Internal layouts must allow wheelchair users to manoeuvre and pass safely, with a recommend-
ed clear circulation width of 150 cm in principal routes. 

Level differences along circulation routes should be avoided. Where present, they must be mitigated 
by ramps, lifting platforms or elevators compliant with accessibility standards. 

Illumination is critical. A minimum of 150 lux is recommended in circulation areas, with higher 
levels desirable in offices and waiting areas, particularly for older users. Highly reflective surfaces 
that impede communication or visual clarity should be avoided. 

Multi-storey buildings must be equipped with accessible lifts, clearly marked and easy to locate. 
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Information and Wayfinding 
Wayfinding systems contribute directly to user confidence and safety. Information should be 
presented in multiple formats: 

•	 Audio-only systems exclude Deaf and hard-of-hearing users. 
•	 Visual-only systems exclude blind and partially sighted users. 
•	 Pictograms facilitate comprehension for individuals with intellectual disabilities and  

non-native speakers. 

Emergency systems must incorporate both visual and audible alerts. 

Sanitary Facilities 
At least one accessible toilet must be provided in accordance with standards. Design should 
enable wheelchair users to transfer safely and with minimal manoeuvring. Grab rails, adapted 
washbasins and compliant sanitary fittings are essential components. 

Induction Loop Systems 
Induction loops enhance speech clarity for many hearing aid users and should be clearly 
marked with the international “T” symbol. However, they are not universally effective.  
Communication with Deaf or hard-of-hearing individuals should therefore also rely on good 
lighting, clear visual contact and, where possible, interpreter or remote relay services. 

Emergency Egress 
Emergency exits must be located along accessible routes. Barriers before or after exits are un-
acceptable. Where full evacuation independence cannot be guaranteed, designated refuge areas 
must be provided in accordance with fire safety regulations. 

Refurbishment of Older Buildings 
When refurbishing buildings constructed without accessibility standards—particularly those 
subject to heritage protection—retrofitted solutions must be pursued wherever feasible.  
Examples include: 

•	 Installation of external or panoramic lifts 
•	 Ramps integrated alongside staircases 
•	 Reconfiguration of sanitary areas to create accessible facilities 

Even where structural constraints exist, the objective of maximising accessibility remains. 



SWEDISH INTERNATIONAL CENTRE FOR LOCAL DEMOCRACYSWEDISH INTERNATIONAL CENTRE FOR LOCAL DEMOCRACY

TOOLBOX – DESIGNING FOR INCLUSION

33

4.3 	Conclusion 
Accessibility and Universal Design are not ancillary technical features but fundamental stand-
ards of public infrastructure. Their consistent integration into procurement, design and con-
struction processes reflects both legal compliance and institutional maturity. Buildings that en-
able independent access for all users are, by definition, buildings that serve the public interest. 

Conclusion

Accessibility and Universal Design are not ancillary technical features but fundamen-
tal standards of public infrastructure. Their consistent integration into procurement, 
design and construction processes reflects both legal compliance and institutional 
maturity. Buildings that enable independent access for all users are, by definition, 
buildings that serve the public interest.

 

User Experience and Evaluation 
Compliance should be verified through structured evaluation of user experience—examining 
approach, entry, internal movement, service interaction and exit.  

Indicative checklist considerations include: 

•	 Step-free approach and compliant parking 

•	 Level or ramped entrances 

•	 Adequate door widths and automatic operation 

•	 Continuous accessible circulation routes 

•	 Mitigation of internal level changes 

•	 Accessible sanitary provision 

•	 Multi-format communication systems 

•	 Tactile guidance in large or complex facilities 

•	 Provision of assistive listening systems 

Accessibility must be assessed not solely against technical drawings, but against lived experience.
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NOTES
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