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Introduction 
This document contains a summary of the discussions held at the on-line workshop 
organised by the EU-program of the International Association of Accessibility 
Professionals (IAAP EU) on 22 September 2025, as part of the 2025 WAD Anniversary 
Event. 

Participants included stakeholders from national monitoring and/or enforcement 
agencies, organisations in scope of the Web Accessibility Directive European 
Accessibility Act, accessibility experts, end users with disabilities and other 
stakeholders. 
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The workshop is part of a series aimed to support the accessibility community in 
building consensus around the interpretation of requirements in the EN 301 549 
standard that do not have explanatory documentation. This specific workshop was 
focussing on changes in requirements, as implemented in the draft EN 301 549 update, 
remaining issues and ways to test the requirements. 

The results of the workshop are publicly available for anyone to use or be inspired by, 
and shared with the European Standardisation Organisations currently reviewing 
existing standards and creating new ones under Mandate 587. 

Workshop facilitators and authors of this document: 

• Detlev Fischer 

• Hidde de Vries 

• Malin Hammarberg 

• Peter Kemeny 

• Wilco Fiers 

The workshop series initiated by: Susanna Laurin 

Requirements discussed at the workshop 
The titles and numbering follow the published EN 301 549 V3.2.1 (2021-03) version. 

• 5.3 Biometrics (EN 301 549 V3.2.1) 

• 7.3 User controls for captions and audio description (EN 301 549 V3.2.1) 

• 11.7 User preferences (EN 301 549 V3.2.1) 

• 12.1.1 Accessibility and compatibility features (EN 301 549 V3.2.1) 

• 12.2 Accessible information about services (EN 301 549 V4.1.1) 

Questions used in the discussions 
• What were the key problems identified in the EN 301 549 V3.2.1 requirement? 

• What are the key changes in Draft EN 301 549 V4.1.1? 

• What are the remaining/new issues? (Gap analysis) 

• What should be tested and how? 

5.3 Biometrics 

Requirement in v.3.2.1 

5.3 Biometrics 

Where ICT uses biological characteristics, it shall not rely on the use of a particular 
biological characteristic as the only means of user identification or for control of ICT. 
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NOTE 1: Alternative means of user identification or for control of ICT could be non-
biometric or biometric. 

NOTE 2: Biometric methods based on dissimilar biological characteristics increase the 
likelihood that individuals with disabilities possess at least one of the 
specified biological characteristics. Examples of dissimilar biological 
characteristics are fingerprints, eye retinal patterns, voice, and face. 

Draft text 

5.3 Biometrics 

Where ICT uses biological characteristics, the ICT shall not rely on the use of a 
biological characteristic as the only means of user identification or for control of the 
ICT. 

NOTE: Some examples of biological characteristics are fingerprints, eye retinal 
patterns, voice, and face. 

User needs in v.3.2.1 (Annex B) 

Primary relationship: 

• Usage without vision 

• Usage with limited vision 

• Usage without hearing 

• Usage without vocal capability 

• Usage with limited manipulation or strength 

• Usage with limited reach 

• Privacy 

User needs in draft text (Annex B) 

Primary relationship: 

• Usage without vision 

• Usage with limited vision 

• Usage without hearing 

• Usage with limited hearing 

• Usage without vocal capability 

• Usage with limited manipulation or strength 

• Usage with limited reach 

• Privacy 
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Testing in v.3.2.1 (Annex C) 

Test 1 

Type of 
assessment 

Test 1 

Pre-conditions 1. The ICT uses biological characteristic for user identification. 

Procedure 1. Check that more than one means can be used for user 
identification. 

Result Pass: Check 1 is true 
Fail: Check 1 is false 
Not applicable: Pre-condition 1 is not met. 

Test 2 

Type of 
assessment 

Test 2 

Pre-conditions 1. The ICT uses biological characteristic for control of ICT. 

Procedure 1. Check that more than one means can be used for control of 
ICT. 

Result Pass: Check 1 is true 
Fail: Check 1 is false 
Not applicable: Pre-condition 1 is not met. 

Testing in draft text (Annex C) 

Type of 
assessment 

Testing 

Requirement 
Preconditions 

1. The ICT uses biological characteristic for user identification or 
for control of ICT. 

Procedure 1. Check that another means that does not rely on a biological 
characteristic can be used for user identification or control of 
ICT. 

Result Pass: Check 1 is true 
Fail: Check 1 is false 
Not applicable: If any requirement precondition is false (do not 
need to meet or test) 

Key problems identified in v.3.2.1 

Inaccessible alternatives 

• Alternative methods may be inaccessible to intended users. 
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• For ensuring full access, the requirement should use the functional performance 
principle, requiring that if a primary method fails to meet accessibility needs, the 
alternative cannot have the same limitation. 

Unclear definition 

• Ambiguous distinction between "identification" vs "control" creates 
implementation confusion. 

Gaps in user group coverage 

• Missing users with limited hearing. 

• Inadequate consideration of cognitive disabilities. 

Implementation burden 

• Providing multiple alternatives can create significant cost burdens for suppliers. 

• Technical challenges with platform-delegated authentication. 

Environmental barriers 

• Users face difficulties when personal devices are not available, or when 
biometric systems require unfamiliar devices. It is particularly problematic in 
scenarios like customs checkpoints where personal devices cannot be used. 

• Physical limitations affect system accessibility, particularly for users with limited 
reach 

• Behavioural biometric systems (like typing pattern) recognition may incorrectly 
flag users with temporary injuries as potential security threats. 

Inadequate testing 

• Testing procedures lack specificity for various accessibility scenarios. 

• Testing needs to confirm that all alternative identification methods are genuinely 
accessible to their intended user groups. 

Short comparison 

• Approach changed from requiring biometric alternative to requiring a non-
biometric alternative. 

• Primary usage relationship extended to limited hearing, but limited cognition is 
still not considered. 

• Identification and control are not separated cases any more in the draft. 

Issues remaining 
Inaccessible alternatives 

• Although the clause now explicitly requires "non-biometric" alternatives, 
preventing multiple biometric workaround, the requirement still doesn't ensure 
alternative methods are themselves accessible. 
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• A solution could be to require that the methods fulfil the other requirements in 
the standard. 

Limited scope 

• The requirement is limited to identification and control. Other uses of biometrics 
should also be covered (e.g. “and any other purpose”). 

Gap in user group coverage 

• Users with cognitive disabilities are still not considered as a relevant user group. 
Should be added at least as “secondary”. 

Environmental barriers 

• The draft requirement covers non-biometric alternative, but lacks guidance on 
acceptable alternatives, that ensure access. (The alternative might fulfil this 
requirement but fails others in the EN.) 

What should be tested and how? 

• There is a division between device / built-in / third party methods. Pass 
examples: 

o ICT uses built-in functionality for user identification of a smartphone, the 
built-in functionality of the smartphone provides a non-biometric 
alternative. 

o ICT uses built-in functionality for user identification of a smartphone, the 
ICT in itself provides a non-biometric alternative. 

o ICT uses functionality for user identification developed as part of the actual 
ICT , the ICT in itself provides a non-biometric alternative. 

• Fail examples: 

o No alternative is available. 

o Only biometric alternative is provided. 

7.3 User controls for captions and audio description 

Requirement in v.3.2.1 

7.3 User controls for captions and audio description 

Where ICT primarily displays materials containing video with associated audio content, 
user controls to activate subtitling and audio description shall be provided to the user at 
the same level of interaction (i.e. the number of steps to complete the task) as the 
primary media controls. 

NOTE 1: Primary media controls are the set of controls that the user most commonly 
uses to control media. 

NOTE 2: Products that have a general hardware volume control, such as a telephone, 
or a laptop which can be configured to display video through software but 
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which is not its primary purpose, would not need dedicated hardware controls 
for captions and descriptions; however software controls, or hardware 
controls mapped through software, would need to be at the same level of 
interaction. 

NOTE 3: It is best practice for ICT to include additional controls enabling the user to 
select whether captions and audio description are turned on or off by default. 

Draft text 

7.3 User control of audiovisual accessibility features 

Where ICT displays video with synchronized audio, and has control over the activation 
of subtitles and other accessibility features, the ICT shall provide at least one means of 
operation that allows the activation of the provided accessibility features of the users 
choice with a single user operation that is at the same level as the volume control and 
that meets the other accessibility requirements of the present document. 

NOTE 1: It is best practice for ICT to include additional mechanisms to enable the user 
to select whether subtitles and other accessibility features are turned on or off 
by default. 

NOTE 2: There could be separate methods for activating and deactivating these 
functions. 

NOTE 3: The ability to use spoken commands is best practice to include because it 
makes it possible to have all accessibility functions available instantly, but 
since all speech control also requires a non-speech alternative (clause 5.1.7) 
it cannot be the only method for meeting clause 7.3. 

EXAMPLE: One solution would be to have a single button at the volume control level, 
bring up a list of accessibility features if it was held down for more than 
2 seconds. The user could activate any accessibility feature from that menu 
- as well as chose an accessibility feature that would be turned on and off 
with a single short press of the same button that was used to bring up the 
menu with a long press. (If this was standardized across manufacturers it 
would facilitate dissemination of information about this feature and provide 
cross-manufacturer consistency). 
Although this would vastly be preferable for this to be a dedicated OPTION 
button, a current button like mute could be repurposed for this where a 
remote has only a few buttons and a dedicated button cannot be provided. 

User needs in v.3.2.1 (Annex B) 

Primary relationship: 

• Usage without vision 

• Usage with limited vision 

• Usage without hearing 

• Usage with limited hearing 
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Secondary relationship: 

• Usage with limited cognition 

User needs in draft text (Annex B) 

Primary relationship: 

• Usage without vision 

• Usage with limited vision 

• Usage without hearing 

• Usage with limited hearing 

• Usage with limited cognition 

Testing in v.3.2.1 (Annex C) 

Type of 
assessment 

Inspection 

Pre-conditions 1. The ICT primarily display materials containing video with 
associated audio content. 

Procedure 1. Check that user controls to activate subtitling and audio 
descriptions are provided to the user at the same level of 
interaction as the primary media controls. 

Result Pass: Check 1 is true 
Fail: Check 1 is false 
Not applicable: Pre-condition 1 is not met. 

Testing in draft text (Annex C) 

Type of 
assessment 

Inspection 

Requirement 
Preconditions 

1. The ICT displays video with synchronized audio. 
2. The ICT has control over the presentation of subtitles and other 

accessibility features. 

Procedure 1. Check that there is at least one mode of operation to activate 
and deactivate the presentation of those subtitles and other 
accessibility features that meets the requirements of the 
present document. 

Result Pass: Check 1 is true 
Fail: Check 1 is false 
Not applicable: If any requirement precondition is false (do not 
need to meet or test) 
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Key problems identified in v.3.2.1 

Precondition ambiguity 

• What counts as “ICT [that] primarily displays materials containing video with 
associated audio content”? Why the limitation “primarily”? And what does 
“associated audio content” mean? 

• Beyond TV, smart TV, computers, mobile, smart devices (e.g. smart watches), 
other hardware with video capabilities might also be covered, like cameras, 
video doorbells, smart vehicles. Better definition or explanation needed. 

Level of primary media controls 

• The controls for captions and audio descriptions need to be at the same level 
(provided at the same level of interaction) as the primary media controls. (The 
example focuses on the number of steps.) However, the primary media controls 
can vary among different types of devices. 

• The “same level of interaction” can be interpreted in different ways, and the 
focus might be more on intuitiveness rather than on number of steps. E.g., a 
remote control might need a different approach than a digital interface, where 
real estate in video controls is limited. 

• What does “same level” mean if a video has subtitles in several languages? 

Scope limitation 

• Why are other accessibility features not covered, like caption controls, audio 
enhancement, screen magnification, sign language, subtitles, different audio 
languages? 

Short comparison 

• The terminology changed from the ambiguous “associated audio content” to 
“synchronized audio”, in line with EN usage. 

• Scope is extended to other (audiovisual) accessibility features. 

• Draft has a clearer requirement for the level of control: “single user operation … 
at the same level as the volume control”. 

• Overall accessibility of the user control is required in the draft text. 

Issues remaining 
Extended scope 

• The scope is extended to other accessibility features, beyond subtitles and audio 
description. Should control provided for all of them? 

• What if there is only control over subtitles activation? Why is subtitles 
prioritised? 
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Hardware control 

• Same level is specified as same level as the volume control, and example added 
is about hardware control. Is hardware control feasible for all accessibility 
features? 

User’s choice 

• The example suggests that “activation of the provided accessibility features of 
the user’s choice with a single user operation” means that it is enough if there is 
one control at the volume level, which can be personalised as control for one of 
the accessibility features – if any one of the accessibility features can be linked 
to it. If that is the case, it should be clearer both in the requirement and in the 
testing procedure. 

Full conformity 

• Is it necessary to comply to all the requirements on the accessibility of the 
control in order to fulfil this requirement? 

What should be tested and how? 

• Test procedure in draft Annex C does not cover: 

o the requirement “single user operation … at the same level as the volume 
control”; 

o whether the control actually works; 

o and the accessibility of the control, even though that is part of the 
requirement. 

• More support is necessary for test instructions: 

o How to verify the precondition “ICT has control”? 

o How to identify the available accessibility features? 

o What to cover if there is a wide range of accessibility features? 

o Should activation of subtitles / audio description be prioritised? 

o What about different language subtitles? 

• Test procedure steps should cover all parts of the requirement. Check that: 

o there is at least one mode of operation 

o that allows control with a single user operation 

o at the same level as the volume control 

o and that it meets the other accessibility requirements. 
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11.7 User preferences 

Requirement in v.3.2.1 

11.7 User preferences 

Where software is not designed to be isolated from its platform, and provides a user 
interface, that user interface shall follow the values of the user preferences for platform 
settings for: units of measurement, colour, contrast, font type, font size, and focus 
cursor except where they are overridden by the user. 

NOTE 1: Software that is isolated from its underlying platform has no access to user 
settings in the platform and thus cannot adhere to them. 

NOTE 2: For web content, the underlying platform is the user agent. 

NOTE 3: This does not preclude the software from having additional values for a setting 
as long as there is one mode where the application will follow the system 
settings even if more restricted. 

Draft text 

NOTE: 11.7 has been split into three requirement 9.7,10.7 and 11.7. 

9.7 User preferences for web pages 

Where ICT is, or includes, a web page, the web page shall not block the user agents 
mode(s) of operation that present the web page according to user preference settings, 
or explicitly override user preferences for documented platform accessibility features in 
these modes of operation, unless this is essential to the information or function of the 
web page. 

NOTE 1: In web browser software that meets clause 11.7 there is at least one mode of 
operation where the web browser will enforce user preference settings. 

NOTE 2: This does not preclude the web page from specifying other values, but it does 
limit the use of specifications that explicitly override user settings (e.g. css 
directive “forced-color-adjust” or the viewport meta directive with value 
“user-scalable=0” in html) to cases where this is essential 

NOTE 3: Documented platform accessibility features of the user interfaces usually 
include colour, contrast, font type, font size, and space adjustments for 
characters, lines and paragraphs. 

10.7 User preferences for non-web documents 

Where ICT is, or includes, a non-web document, the non-web document shall not block 
the user agent's mode(s) of operation that present the document according to user 
preference settings, or explicitly override user preferences for documented platform 
accessibility features in these modes of operation, unless this is essential to the 
information or function of the non-web document. 

NOTE 1: In non-web document viewing software that meets clause 11.7 there is at 
least one mode of operation where the non-web software will enforce user 
preference settings (e.g. the “reflow” or “liquid mode” presentations offered 
by some pdf software).  
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NOTE 2: This does not preclude the non-web document from specifying other values, 
but it does limit the use of instructions that explicitly override user settings (in 
a mode of operation that is meant to meet 11.7) to cases where this is 
essential. 

NOTE 3: Documented platform accessibility features of the user interfaces usually 
include colour, contrast, font type, font size, and space adjustments for 
characters, lines and paragraphs. 

11.7 User preferences 

Where ICT is, or includes, non-web software that provides a user interface, and is not 
designed to be isolated from its platform, that user interface shall follow the values of 
the user preferences that users have set for the documented platform accessibility 
features. 

NOTE 1: Non-web software that is isolated from its underlying platform has no access 
to user settings in the platform and thus cannot adhere to them. 

NOTE 2: When ICT is a user agent (such as a web browser or non-web document 
viewing software), this clause implies that at least one mode of operation is 
offered that enforces a rendering of the content that follows the values of the 
user preferences. 

NOTE 3: This does not preclude the non-web software from having additional values for 
a setting as long as there is one mode where the application will follow the 
system settings even if more restricted. 

NOTE 4: Documented platform accessibility features of the user interfaces usually 
include colour, contrast, font type, font size, and space adjustments for 
characters, lines and paragraphs. 

User needs in v.3.2.1 (Annex B) 

Primary relationship: 

• Usage with limited vision 

• Usage without perception of colour 

Secondary relationship: 

• Usage with limited cognition 

User needs in draft text (Annex B) 

Primary relationship: 

9.7 

Usage without vision 

Usage with limited vision 

Usage without perception of 
colour 

Usage without hearing 

10.7 

Usage without vision 

Usage with limited vision 

Usage without perception of 
colour 

Usage without hearing 

11.7 

Usage without vision 

Usage with limited vision 

Usage without perception of 
colour 

Usage without hearing 
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9.7 10.7 11.7 

Usage with limited hearing 

Usage with limited 
manipulation or strength 

Usage with limited reach 

Minimize photosensitive 
seizure triggers 

Usage with limited cognition 

Privacy 

Usage with limited hearing 

Usage without vocal 
capability 

Usage with limited 
manipulation or strength 

Usage with limited reach 

Minimize photosensitive 
seizure triggers 

Usage with limited cognition 

Privacy 

Usage with limited hearing 

 Usage without vocal 
capability 

Usage with limited 
manipulation or strength 

Usage with limited reach 

Minimize photosensitive 
seizure triggers 

Usage with limited cognition 

Privacy 

Secondary relationship: 

9.7 

Usage without vocal 
capability 

10.7 

none 

11.7 

none 

Testing in v.3.2.1 (Annex C) 

Type of 
assessment 

Inspection and Testing 

Pre-conditions 1. The software is software that provides a user interface. 
2. The software has settings for language, colour, contrast, font 

type, font size, or focus cursor, that correspond to platform 
settings. 

3. The software is not designed to be isolated from its underlying 
platforms. 

Procedure 1. Check that the software provides a mode of operation that 
follows the platform settings. 

Result Pass: Check 1 is true 
Fail: Check 1 is false 
Not applicable: Pre-condition 1, 2 or 3 is not met. 
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Testing in draft text (Annex C) 

C.9.7 User preferences for web pages / C.10.7 User preferences for non-web 
documents 

Type of 
assessment 

Inspection 

Requirement 
Preconditions 

1. The ICT is, or includes, a web page / non-web document. 

Procedure 1. Check that the web page / non-web document does not block 
the user agents mode(s) of operation that present the web 
page / non-web document according to user preference 
settings. 

2. Check that the web page / non-web document does not 
explicitly override user preferences for documented platform 
accessibility features in these modes of operation. 

3. Check each case where a user preference is explicitly 
overridden to identify whether meeting the user preference 
would fundamentally alter the information or function of the 
web page / non-web document. 

Result Pass: All checks are true 
Fail: Check 1 is false OR Check 2 is false OR Check 3 is false 
Not applicable: If any requirement precondition is false (Do not 
need to meet or test) 

C.11.7 User preferences 

Type of 
assessment 

Inspection and Testing 

Requirement 
Preconditions 

1. The non-web software is software that provides a user 
interface. 

2. The non-web software is not designed to be isolated from its 
underlying platforms 

Procedure 1. Check that the non-web software provides a mode of operation 
that follows the preferences that users have set for the 
documented platform accessibility features. 

Result Pass: Check 1 is true 
Fail: Check 1 is false 
Not applicable: If any requirement precondition is false (do not 
need to meet or test) 
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Key problems identified in v.3.2.1 

Practical application 

• Different countries interpret this requirement differently. For instance, in Sweden 
dark/light mode is a user preference they test for, while the German BIK BITV-
Test does not require it. 

• The user preferences listed in the requirement differ from the list at the 
conformance test in Annex C. 

Scope: software / mobile app 

• The scope is limited, and does not cover websites. This should also be a 
requirement for websites. 

Accessibility settings  

• There should be a distinction between user preferences and accessibility 
settings and it should be clarified whether both are covered in this requirement. 

Combination of preferences 

• Extend the requirement to what is covered if the user uses a combination of user 
preferences. What if someone uses both page zoom/display size and increased 
font size for instance (this is a common problem in mobile applications). 

Testing 

• It is not clear what should be tested. Only whether settings have an effect, or 
whether settings have an effect and content is still usable with those settings. 
(E.g.: font size is enlarged, but part of the text becomes hidden behind pictures or 
truncated or not readable in other ways.) 

• What if the setting is not available in the ICT? For example, if dark mode is not 
available but the user has a general setting for it, is that a Fail? 

Short comparison 

• Draft distinguishes clearly between what this requirement means for web, 
documents and software. 

• Approach changed from “follow the values of the user preferences for platform 
settings” to “not block the user agents mode(s) of operation … or explicitly 
override user preferences” for web pages and non-web documents. 

• Requirement does not need to be followed if the presentation that differs from 
the user preferences is “essential to the information or function” of the web page 
/ non-web document. 

• Draft considers “documented platform accessibility features”, clarifying the 
scope. 

Issues remaining 

• A list of specific settings that fall under the requirement, (like the examples in 
v.3.2.1) would be useful, giving support for testing conformance. 
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• Guidelines would be useful for specific systems to test on: which combination of 
user agents, features and assistive technologies would constitute sufficient 
testing? 

•  The term “mode of operation” is not defined in the EN. It is unclear whether there 
is a difference between “mode of operation”, “accessibility settings” and “user 
preferences”. They seem to be three distinct concepts, but it is not very clear 
whether maybe one or more are sufficiently close together such that they could 
be grouped under one term. 

• It is not clear what counts as “essential to the information or function of” or 
“altering the function of” the web page / non-web document. 

12.1.1 Accessibility and compatibility features 

Requirement in v.3.2.1 

12.1.1 Accessibility and compatibility features 

Product documentation provided with the ICT whether provided separately or integrated 
within the ICT shall list and explain how to use the accessibility and compatibility 
features of the ICT. 

Note 1: Accessibility and compatibility features include accessibility features that are 
built-in and accessibility features that provide compatibility with assistive 
technology. 

NOTE 2: It is best practice to use WebSchemas/Accessibility 2.0 [i.38] to provide meta 
data on the accessibility of the ICT. 

NOTE 3: The accessibility statement and help pages are both examples of the provision 
of product information. 

Draft text 

12.3 Accessibility and compatibility features 

Where ICT includes information about the ICT, whether provided separately or 
integrated within the ICT, the information shall list and explain how to use the 
accessibility features of the ICT and its features that facilitate compatibility with 
assistive technology, any accessibility provisions that are not met, as well as any 
available support service, including accessibility specific support service. 

NOTE 1: It is best practice to not only offer this information directly to users but also to 
use standardized vocabularies to provide metadata on the accessibility of the 
ICT, such as "Schema.org Accessibility Properties for Discoverability 
Vocabulary"[i.38], or "Service and discovery metadata - DVB" [i.66]. 

NOTE 2: It is best practice to present ICT accessibility metadata in a manner that is 
understandable to users. There exists guidance in this respect, such as the 
"User Experience Guide for Displaying Accessibility Metadata 1.0" [i.67]. 

NOTE 3: Help pages are examples of the provision of product information. 
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User needs in v.3.2.1 (Annex B) 

Primary relationship: 

• Usage without vision 

• Usage with limited vision 

• Usage without perception of colour 

• Usage without hearing 

• Usage with limited hearing 

• Usage with limited manipulation or strength 

Secondary relationship: 

• Usage with limited cognition 

User needs in draft text (Annex B) 

Missing from Annex B in the draft. 

Testing in v.3.2.1 (Annex C) 

Type of 
assessment 

Inspection 

Pre-conditions 1. Product documentation is supplied with the ICT. 

Procedure 1. Check that product documentation provided with the ICT lists 
and explains how to use the accessibility and compatibility 
features of the ICT. 

Result Pass: Check 1 is true 
Fail: Check 1 is false 
Not applicable: Pre-condition 1 is not met. 

Testing in draft text (Annex C) 

Type of 
assessment 

Inspection 

Requirement 
Preconditions 

1. The ICT includes product information. 
2. The information is provided separately or integrated within the 

ICT. 

Procedure 1. Check that the information lists and explains how to use the 
accessibility features of the ICT and its compatibility features 
with assistive technology. 
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Type of 
assessment 

Inspection 

Result Pass: Check 1 is true 
Fail: Check 1 is false 
Not applicable: If any requirement precondition is false (do not 
need to meet or test) 

Key problems identified in v.3.2.1 

Precondition ambiguity 

• What counts as "product or service documentation"? 

o Positive examples: Usage-oriented help, keyboard shortcuts, Accessibility 
Statement 

o Is something like a content-oriented FAQ "product documentation"? 

o One guiding question: Is product documentation an integral part of ICT 
(i.e., only useful with reference to the functionality of the ICT)? 

• Previous "Beyond WCAG" workshop recommended removing the precondition 

Third-party documentation 

• Can ICT rely on third-party documentation for features provided as plugin or 
JavaScript based add-on? ReadSpeaker, Overlay Tools? 

o Third-party documentation may leave the current ICT context (new site) 

o Third-party documentation may only be available after activating features 
with possibly detrimental effects on accessibility 

o Third-party documentation may have accessibility defects, violating other 
requirements 

• Regarding hints for common assistive technology such as screen readers, can 
ICT rely on product documentation of these tools? 

Accessibility features 

• What counts as accessibility and compatibility feature? 

o Positive examples: Custom Key commands, Assistive technology hints 

o Simple one feature tools (contrast, text size) vs. complex "Swiss knife-type 
feature sets (like overlays) 

o Should something be considered an "accessibility feature" that can 
demonstrably reduce the accessibility for some classes of users? 

o Are there "self-explanatory" features (like high-contrast switch, text increase 
button)? 

Testing 

• Are all accessibility and compatibility features detected? 
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o Hidden features (like keyboard commands) 

o Buried features (just on individual pages, or appearing only in pop-ups, 
processes, different modes, etc) 

o When is a feature not just listed, but sufficiently "explained"? 

Where and how to document 

• Where to document? 

o Where will users expect to find documentation on accessibility features? 

o Recommendation: not only inline but also in settings (discoverability) 

o Onboarding coverage (idea / recommendation from previous workshop) 

o Is third party documentation sufficient / discoverable / responsibility of main 
product / service owner? 

Short comparison 

• From v.3.2.1 to the current draft, few changes to normative requirement. 

• Annex B has not yet been created for the new draft version. 

• Annex C content from still needs to be updated to include “service 
documentation” next to “product documentation”. 

Issues remaining 
Precondition: if documentation is provided 

• It is still not mandatory to provide documentation, even if there are accessibility 
features. In that case, this requirement does not need to be followed, and the 
accessibility features will not be documented / explained. Documentation 
should be required if there are accessibility features, and precondition should be 
dropped. 

• It is not clear what counts as product (or service) documentation. 

Scope of accessibility features 

• The standard does not define or explain what accessibility features are. Some 
features (e.g. dark mode) may be considered as an accessibility feature only in 
some member states. A definition or if that is not possible, due to differences 
among ICT, at least a list of examples would be useful. It should also cover self-
documenting features. 

What to document? 

• Self-documenting features (e.g. button with clear label of what it does, such as 
high-contrast version, font size change) are often the most immediately useful. Is 
it necessary to cover them in the product documentation? It is not clear-cut what 
is a self-documenting feature. E.g. a feature that is self-explanatory with clear 
usability? A feature where the effect can be immediately seen after activating it, 
and can easily be deactivated? 
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• It would be important to require explanation for the purpose of the features, not 
only how to use them. Many people who could use an accessibility feature may 
not identify themselves as having a disability and/or they do not understand what 
these features are there for. It would also help cognitive accessibility of the 
information. 

• How should changes and updates be handled? Is it enough to just insert a link or 
a connotation, instead of redoing the documentation? 

How to document? 

• The requirement does not cover the accessibility of the documentation. Even if 
its accessibility is covered in another requirement, including it in this 
requirement, or cross referencing the other requirement would be useful and 
create a clear case. 

• Accessibility information should need to be provided before accessing the 
product or service. information prior to accessing the tool, so the (potential) user 
would already know what to expect. 

• Can ICT rely on third-party documentation, providing a link to the information? 
(E.g. for common assistive technology or third-party solutions, but also in 
general.) Can it be  

• Should simple language be required for the explanations? 

• Should easy availability/findability of the documentation of accessibility and 
compatibility features be part of the requirement? 

What should be tested and how? 

• If the pre-condition stays, it is necessary to clarify what counts as “product 
documentation”, and it also needs to be extended to “service documentation. 

• How to detect all the available accessibility and compatibility features – in order 
to be able to verify the completeness of the availability of the information? Are 
there any tools that can help? A method needs to be set for establishing the 
testing scope. 

• Testing needs to include the documentation of third-party features, if applicable. 

12.2 Accessible information about services (v.4.1.1) 

Requirement in v.3.2.1 

12.2 Support services 

12.2.2 Information on accessibility and compatibility features 

ICT support services shall provide information on the accessibility and compatibility 
features that are mentioned in the product documentation. 

NOTE: Accessibility and compatibility features include accessibility features that are 
built-in and accessibility features that provide compatibility with assistive 
technology. 
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12.2.3 Effective communication 

ICT support services shall accommodate the communication needs of individuals with 
disabilities either directly or through a referral point. 

12.2.4 Accessible documentation 

Documentation provided by support services shall be made available in at least one of 
the following electronic formats: 

a) a Web format that conforms to clause 9; or 

b) a non-web format that conforms to clause 10. 

NOTE 1: This does not preclude the possibility of also providing the documentation in 
other formats (electronic or printed) that are not accessible. 

NOTE 2: It also does not preclude the possibility of providing alternate formats that 
meet the needs of some specific type of users (e.g. Braille documents for blind 
people or easy-to-read information for persons with limited cognitive, 
language and learning abilities). 

NOTE 3: Where the support documentation is incorporated into the ICT, the 
documentation falls under the requirements for accessibility in the present 
document. 

NOTE 4: A user agent that supports automatic media conversion would be beneficial to 
enhancing accessibility. 

Draft text 

NOTE: 12.2.2-12.2.4 are summarised in one requirement in the latest draft. 

12.2 Accessible information about services 

Where ICT is, or includes, information about a service, made available in a digital form, 
the presentation of the information shall conform to the requirements of clause 9 if it is 
available in a web format, clause 10 if it is available as a non-web document, and clause 
11 if it is available as part of non-web software. 

NOTE: The term service in the pre-condition of this requirement includes support 
services. 

User needs in v.3.2.1 (Annex B) 

Primary relationship: 

12.2.2 

Usage without vision 

Usage with limited vision 

Usage without perception of 
colour 

Usage without hearing 

Usage with limited hearing 

12.2.3 

Usage without hearing 

Usage with limited hearing 

12.2.4 

 Usage without vision 

 Usage with limited vision 

 Usage without perception of 
colour 

Usage without hearing 

Usage with limited hearing 
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12.2.2 12.2.3 12.2.4 

Usage with limited 
manipulation or strength 

 

Usage without vocal 
capability 

Usage with limited 
manipulation or strength 

  

  Usage with limited reach 

  Minimize photosensitive 
seizure triggers 

  Usage with limited cognition 

Secondary relationship: 

12.2.2 

Usage with limited cognition 

12.2.3 

Usage with limited cognition 

12.2.4 

  Usage without vocal 
capability 

 

  Privacy 

User needs in draft text (Annex B) 

Primary relationship: 

• All 11 

Testing in v.3.2.1 (Annex C) 

C.12.2.2 Information on accessibility and compatibility features 

Type of 
assessment 

Inspection 

Pre-conditions 1. ICT support services are provided. 

Procedure 1. Check that the ICT support services provide information on the 
accessibility and compatibility features that are included in the 
product documentation. 

Result Pass: Check 1 is true 
Fail: Check 1 is false 
Not applicable: Pre-condition 1 is not met. 
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C.12.2.3 Effective communication 

Type of 
assessment 

Inspection 

Pre-conditions 1. ICT support services are provided. 

Procedure 1. Check that the ICT support services accommodate the 
communication needs of individuals with disabilities either 
directly or through a referral point. 

Result Pass: Check 1 is true 
Fail: Check 1 is false 
Not applicable: Pre-condition 1 is not met. 

NOTE: The provision of any level of support for the communication needs of individuals 
with disabilities constitutes a pass of this requirement. Suppliers may wish to provide 
further information about the level of support that is provided to enable the adequacy 
and quality of the support to be judged. 

C.12.2.4 Accessible documentation 

Type of 
assessment 

Inspection 

Pre-conditions 1. Documentation is provided by the ICT support services. 

Procedure 1. Check that documentation in electronic format provided by the 
ICT support services conforms to the requirements of 
clauses 9 or 10 as appropriate. 

Result Pass: Check 1 is true 
Fail: Check 1 is false 
Not applicable: Pre-condition 1 is not met. 

Testing in draft text (Annex C) 

Type of 
assessment 

Inspection 

Requirement 
Preconditions 

1. The ICT is, or includes information about a service. 
2. The information is made available in a digital format. 

Procedure 1. Check that the presentation of the information conforms to the 
requirements of clause 9 if it is available in a web format, 
clause 10 if it is available as a non-web document, and 
clause 11 if it is available as part of software. 
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Type of 
assessment 

Inspection 

Result Pass: Check 1 is true 
Fail: Check 1 is false 
Not applicable: If any requirement precondition is false (do not 
need to meet or test) 

Key problems identified in v.3.2.1 

12.2.2 Information on accessibility and compatibility features 

• It is unclear to what degree “support services” include online or self-service 
documentation, and AI-driven services (e.g. chatbots). It is also unclear to what 
degree “first line support” vs. specialized support services are expected to 
handle accessibility matters. Examples include: 

o Company X might provide a general customer support that does not know 
how to respond to accessibility inquiries. 

o Company Y provides a general email address for support, but 
accessibility inquiries are not understood and only responded to with 
generic “thank you” messages. 

o Company Z provides an AI chatbot that is not specifically trained to 
respond to accessibility questions, and/or the AI provides wrong 
responses because it is not adequately trained (e.g. hallucinations). 

• Terms “accessibility features” and “compatibility features” do not specify how 
complete/comprehensive and how current these must be. 

• Testing should focus on whether the support service provides all the information 
about accessibility and compatibility features provided in the documentation. 

12.2.3 Effective communication 

• Challenges in interpretation arise due to vague language in Annex C: 

o “Any level” and “suppliers can …” The group recommend a measurable 
requirement, see below. 

o In Annex B's primary and secondary usage it is clear that the requirement 
was originally meant for phone calls (hence the focus on users that are hard 
of hearing). Today, support services are often text-based, which significantly 
broadens the target groups affected. 

• It is important that support services, where possible, can respond using the 
communication modality originally chosen by the user (e.g. not replying with a 
phone call when the user emailed). 

12.2.4 Accessible documentation 

• What is “documentation”? A phone call should probably not be considered as 
documentation, but a chat discussion is already borderline. The transcript of 
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those interactions should count as documentation. An accessibility statement, 
in general, should be considered as documentation. 

• The requirement mentions “support services” while Annex C, describing the 
testing, refers to “ICT support services”. Is a physical support desk in the scope? 

• To consider a process as support provided by a support service, it needs to be 
launched following an explicit request by the user. So, FAQs or the results of a 
Google search are not considered as documentation provided by a support 
service. The same way, error messages are not considered here. 

• Can the documentation be provided via a mobile app? Clause 11 is not listed in 
the requirement as a possibility. 

• AI generated support needs to be considered and included in the scope of this 
requirement. 

Short comparison 

• The draft requirement extends scope to any documentation: not only on 
accessibility and not only those provided by support services. 

• Information via software / mobile app is also in scope in the draft requirement. 

• It is still not mandatory to provide accessibility information / documentation, 
according to the standard. 

• The requirements for “Information on accessibility and compatibility features” 
(12.2.2), “Effective communication” (12.2.3) and “Accessible documentation” 
(12.3.4) in regard to services are merged into “12.2 Accessible information about 
services”. 

Issues remaining 

Precondition: if information is made available 

• It is not required to actually provide information about the service. Only that if it 
is there, it must be accessible (following clauses 9, 10 or 11). The purpose of the 
requirement should be: the documentation needs to exist, there should be a link 
the documentation, and it should meet the following requirements 9, 10 or 11. 
Otherwise it can incentivise to just remove the documentation altogether. 

Information quality 

• There is no requirement on the quality of the information. V.3.2.1 included a 
requirement on effective communication. It would be useful to have some 
requirement on information quality, either generally about available information, 
or more narrowly about the quality of chat bot responses. 

What is information (or documentation)? 

• Should a transcript of a phone call count as documentation. If you have a 
transcript of a phone call and they weren't speaking plain language, should that 
transcript fail? Maybe this requirement should only cover “static” information 
that is already created, and test how that is presented. 
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• The accessibility statement (foreseen in the Web Accessibility Directive) has to 
include information about the parts of the website / mobile app that are not yet 
accessible, and it should give guidance on where to expect problems when using 
it. This counts as information in the scope of this requirement. 

• The requirement is not only about information regarding the accessibility of a 
service, but about any information. It may include: system requirements of an 
app or a piece of software, information about the latest updates, especially 
security updates. 

What is a service / support service? 

• The note to the requirement says that “service” includes support services. But it 
is not always clear what counts as support service. For example, companies 
often use FAQs to provide information about how to use their services Is that a 
support service? Or only services that are requested by the user: an active 
process, not static documentation? 

What is a service / support service? 

• The note to the requirement says that “service” includes support services. But it 
is not always clear what counts as support service. For example, companies 
often use FAQs to provide information about how to use their services Is that a 
support service? Or only services that are requested by the user: an active 
process, not static documentation? 

Third-party information 

• It is not clear from the requirement how third-party service and third-party 
information needs to be considered. 

• A third-party solution that is part of the service: is the information provided by the 
third-party service provider in scope? 

• Is the information provided about a service by a third-party in scope? Although, it 
is not clarified, it would be unfair to require it, if the service provider has no 
control over that third party information. 

• The answer to these questions also influences the scope of testing. 

• In-scope examples: 

o Chat bot 

o External documentation site (under the control of the service provider) 

o PDF or other file shared by support service 

• Out-of-scope examples: 

o YouTube guide video on how to use the service, not created/commissioned 
by the service provider 

o Fan-made guide about a game 

Findability  

• The requirement doesn't specify that the information needs to be easily findable 
or where it needs to be available. It would be possible to have documentation 
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about the service, but it is not necessary to reference to it near where the user is 
actually using the service. That makes testing also very difficult, as the tester has 
to look for the information. 

• It should be part of the requirement that the information about the service is 
accessible from where you use the service, and that it should be easy to find. 

What is the additional requirement? 

• The requirement covers information about digital services, and the services 
should already be accessible. It is not clear, what is the added value, added 
scope in this requirement: where would the information about a service not be 
part of the service? 

What should be tested and how? 

• One of the main issues is to determine what should be tested: what information 
is available, that would be in scope? 

• Should the test cover support service calls and emails? 

• How third-party information needs to be considered? 

• A possible test procedure: 

o Find all information about services available 

▪ in the site or app under test 

▪ linked from the site or app to a 3rd party resource 

▪ (anything else?) 

o Test as you would other content, for clause 9, 10, 11. 
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