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Executive summary

The provision of accessible information to blind and partially sighted people involves three groups of people.  Firstly, users who read the accessible information, secondly transcribers who transform information from print into accessible formats, and thirdly service providers (such as banks/utility companies) who provide the information and commission transcribers to make it accessible.  

This project aimed to gather the views of each group regarding what constitutes quality accessible information and why such quality matters.  

Twenty users, 22 transcribers and 15 service providers were interviewed.  

What constitutes quality?

To users, the most important aspects of quality were that the document was usable (e.g., easy to navigate, adapted to be relevant to someone with sight loss) and that it arrived on time.  

Transcribers appreciated that ease of use and timeliness mattered to users, and also felt accuracy was important to their business reputation.  

Service providers were most concerned for the professionalism of the document and also felt timing was important to customer service.  

Why quality matters?

The quality of accessible information matters to users so that they have equal access to information as their sighted peers and can live independent lives.  Users gave examples of bad experiences highlighting practical and emotional effects of receiving poor quality accessible information.  Many users reported having varying expectations for quality depending on who the information was from or the importance of the document.  Some users reported no complaints about the quality of accessible information they had received.  

The quality of accessible information matters to transcribers in order to provide equal access to information for blind and partially sighted people, and also because the quality of information produced reflects on the business reputation of the transcription agency.  Whilst transcribers recognised that in some circumstances users may require "quick and dirty" transcription, on the whole transcribers felt quality matters for all types of documents.  

Similarly to transcribers, service providers felt quality matters to provide equal access for blind and partially sighted customers, and as a reflection of business reputation.  Furthermore, service providers felt quality matters due to their obligations under the DDA (2005).  Based on their concerns for their professional reputation, service providers believed quality always matters

Current quality control measures

Transcribers reported their methods for ensuring the quality of accessible information they produce.  Common measures used were staff training, testing of materials with end users and proofreading.  

Service providers' measures for quality control of accessible information included using reputable transcription agencies, looking to industry standards/guidelines and testing of materials with end users.  

Both transcribers and service providers felt customer feedback to be very important to quality control.  However, few had formal feedback mechanisms in place.  This was in part due to the complex relationship between the three groups (users, transcribers and service providers).  

How can quality be improved?

Better understanding of users needs would improve the quality of accessible information.  This may include guidelines for transcribers on best practice in production, and awareness raising for service providers in what matters to users and how they access information.  

Improved communication between users, transcribers and service providers would be beneficial.  This includes sharing of customer feedback and sharing of expertise/experience in the design of accessible information.  

Users highlighted a number of service based issues which they found difficult when dealing with service providers.  These included call centres, use of small reference codes, and lack of records as to which format the user requires.  Consideration of such issues by service providers may result in improvements to services for blind and partially sighted people.  

Conclusions and recommendations

These findings show that quality matters ultimately because access to information matters, so blind and partially sighted people can live equal, independent lives.  

Recommendations based on these findings are for further training for transcribers and service providers, better communication between the parties involved, and development of industry guidelines and certification schemes to ensure quality production of accessible information.  
1. Introduction

Access to information is essential to all individuals to inform decision making about all aspects of life.  A wealth of information is produced in print, which may not be accessible to people with sight problems.  Blind and partially sighted people use a range of "accessible formats" which offer them a means to access information.  These formats include braille, large print, audio and electronic text.  

Many people are involved in the production and use of accessible formats.  Around 2 million people in the UK have significant sight problems which may cause difficulty when reading standard print (RNIB, 2008).  Under the Disability Discrimination Act (DDA, 2005) organisations are required to take "reasonable action" to provide equal access to goods and services (including information) for disabled people.  This means that many service providers - from energy suppliers to retailers - now offer information to their customers in accessible formats.  

As specialist equipment is required to produce some formats such as braille, many organisations outsource production of accessible formats to transcription agencies that specialise in creating accessible documents.  

The aim of this study was to explore the importance of quality for accessible documents, and to determine why quality matters to different groups.  Firstly, to users who read accessible formats; secondly, transcribers who produce the accessible documents, and thirdly service providers who commission accessible formats to send to their customers.  The purpose of involving the three groups was to determine whether there were any discrepancies between their views, and to highlight any areas where improvements in quality could be made to improve access to information for blind and partially sighted people.  

2. Background

Previous research has investigated issues of quality with accessible information.  Frank (2000) interviewed large print readers about their experiences of requesting large print from various sources.  A number of issues were raised relating to the quality of the materials, including size, durability, accuracy and completeness.  Another issue raised was the timeliness of the information, with respondents reporting frustration at having to wait for information to be transcribed into large print.  

Indeed, other research in the field of education has shown the timeliness of delivery of accessible formats to be a key issue.  Emerson, Corn and Siller (2006) report that 17% of braille readers and 11% of large print readers received the accessible textbooks they needed late (after the start of the school term).  Similarly, Aldrich and Parkin (1988) report that students who used audio books for study felt their progress was hampered by waiting for transcription.  Further complaints about the quality of audio textbooks in this study included the structure and presentation of the material.  

Recent work by Herzberg and Stough (2007) suggests that the variable quality of accessible formats may be due to variable levels of training amongst transcribers who produce the documents.  Although 91% of transcribers surveyed felt the materials they produced were of excellent/good quality, nearly half of them felt there were gaps in their training.  

A study into access to information conducted for the National Federation of Blind Citizens of Australia (Astbrink, 1996) suggests further training may also be required by service providers to enable better understanding of what their disabled customers need.  This recommendation is based on difficulties blind and partially sighted users experienced with the introduction of inaccessible services by telecom companies and banks.  
Overall, the research discussed here highlights a number of interesting issues relating to the quality of accessible information. These include specific aspects affecting the quality of the document including physical presentation and accuracy, and also considers aspects of service quality in terms of the timeliness of delivery.  Furthermore, the research highlights the roles of both transcribers and service providers in ensuring the quality of accessible information for users, offering support to the aims of this study to investigate the views of these three groups.  

3. Procedure

3.1 Design

An initial questionnaire asked 49 blind and partially sighted users of accessible formats to what extent the quality of accessible information mattered to them.  Responses to this pilot survey informed the design of 3 subsequent sets of questions for use in this study.   

The questionnaires for transcribers and service providers were in two parts.  Firstly, they were asked for their views on the importance of quality, and the quality control measures they had in place for the accessible information they produce/provide.  Secondly, statements raised by users in the pilot questionnaire were included in order to elicit transcriber/service provider responses to some of these issues.  See appendices 1 and 2 for transcriber and service provider questionnaires.  

The user questions (which were delivered in a structured interview) aimed to further explore some of the issues raised in the initial survey and to dig deeper into users' views about the importance of quality for accessible information.  See appendix 3 for user interview questions.  

Two user focus groups were also conducted to gather more in-depth data regarding the importance of the quality of accessible information for users.  See appendix 4 for focus group structure.  

3.2 Participants

3.2.1 Recruitment

Users were recruited to complete structured interviews at events for blind and partially sighted people (including an RNIB Access to Information road show and a large UK exhibition for people with sight loss).  Fourteen users were recruited in this way.  

Focus group participants were recruited from a database of RNIB customers who had previously expressed willingness to take part in research.  A purposive sample was taken to ensure the groups contained readers of a range of accessible formats.  Participants were contacted in a random order and asked whether they would be willing to take part in the focus group.  Six participants took part in the focus groups.    

Transcribers were contacted by email and asked to take part in the project.  Transcribers contacted included delegates of an RNIB transcription service conference and members of the industry association the Confederation of Transcribed Information Services (COTIS).  A total of 22 transcribers took part in the project (11 RNIB, 11 other).  

Service providers were recruited through an internet search for organisations in a variety of sectors who offered information to customers in accessible formats.  Organisations were contacted by telephone or email and asked to take part in the project.  Response rate was low for service providers.  This was particularly the case for large organisations (such as banks) where the contact for accessible formats was a call centre, who could order accessible formats but did not know who made decisions about this provision.  A second round of service provider recruitment was conducted through RNIB events for service providers to learn about accessible information.  A question was included on the event evaluation form asking whether delegates might be willing to take part in the project, and those willing were then contacted by email.  A total of 15 service providers took part in the project (9 from internet search, 6 through RNIB contact).  

3.2.2 Description of sample

3.2.2.1 Users
The six users involved in the focus groups included 3 males and 3 females.  Three were blind and 3 were partially sighted, with length of sight loss ranging from 9 to 65 years.  Participants were aged 46 - 74 years, with a mean age of 57 years.  The focus groups included readers of braille, large print, audio, electronic text and standard print (using magnification software).  Most users accessed more than one format.  

The 14 users who completed structured interviews included 5 females and 9 males.  Ten were blind and 4 partially sighted, with length of sight loss ranging from 10 months to 54 years.  Participants were aged between 24-85 years of age with a mean age of 54 years.  Questionnaire participants included readers of braille, large print, audio, electronic text and standard print using magnifiers.  Most users accessed more than one format.  
3.2.2.2 Transcribers
Twenty two transcription agencies took part in this study.  Of these, 11 were part of RNIB, and 11 were not.  Transcribers were asked to describe where they felt their organisation fitted as part of the UK transcription industry, by indicating the size of the organisation.  

	Size
	Number

	Large
	8

	Medium
	1

	Small
	10

	Very small
	2

	Other 

(Volunteer)
	1


3.2.2.3 Service providers
Fifteen service providers took part in this study, and were asked to specify the type of business they represented.  

	Business
	Number

	Retail
	2

	Communications provider
	2

	Local government
	3

	Heritage
	2

	Arts/leisure
	2

	Water supply
	2

	Energy supply
	2


4. Findings

4.1 What constitutes "quality"?

As highlighted by the research evidence reviewed in section 2, there are various factors which can be interpreted as matters of "quality" for accessible information, including presentation, accuracy and timeliness of provision.  In this project, the broad term "quality" was used in order to allow respondents to indicate which factors mattered to them.  

4.1.1 User perspectives

Users discussed various aspects of accessible documents which they felt amounted to a "quality" production.  Some of these aspects were specific to particular formats, whereas others applied across the board.  

4.1.1.1 Format specific aspects of quality

Aspects of quality specific to audio information included the quality of the voice used on the recording (in this case an unpleasant synthetic voice) and the need for structure to make audio information easier to use.  

"[I complained about] one with that lady talking who’s not real, the voice was dreadful."

Male, 55-64, blind
"If they use CD at least they can index it in some way; at least you can get to the section that you need rather than sitting there rewinding or fast-forwarding tapes."

Male, 45-54, blind

Issues of quality raised specific to braille included the need for blank lines and clear structure, and issues relating to the braille code used.  Two braille readers complained that they felt receiving grade 1 braille was a poor quality service in that it is bulky and takes longer to read (note: grade 1 braille is an uncontracted letter for letter translation whereas grade 2 braille is a shorthand version).  

"My phone bills, the braille is terrible.  It's all clumped together and 

there are no blank lines.  You've got a job working out what's minutes, what's cost or time you called.  You need different items separated so you can skip what you don't need." 
Female, 55-64, blind
"The worst possible scenario is getting uncontracted [braille] …you get this jiffy bag absolutely jam-packed full of hundreds of pages of it all in Grade 1 and I do sort of sit there and think 'why does it have to be me?' in those circumstances."  

Male, 45-54, blind

The main quality issue raised in respect of electronic text was the use of PDF files.  Some users complained they could not use PDFs at all, whereas others highlighted the issue that PDF files which are not correctly tagged cannot be accessed by screen reading software (note: this is because the file is displayed as an image rather than as text).  

"The biggest issue is untagged PDFs."

Male, 35-44, blind

Aspects of quality raised by readers of print (including large print and standard print with magnification) included the density of the printed text and problematic colour contrast combinations.  

"The size of the print; the colour and the density of the dots; the ink on the lettering; they need to be closely packed together.  I can't read black on red at all."

Female, 45-54, partially sighted
These findings show that whilst there are some aspects of quality which are specific to particular formats, some issues are more wide reaching and may apply to more than one format.  For example, both audio and braille users mentioned the importance of structure/navigation, which is likely to be important to readers of all formats.  

4.1.1.2 General observations
Issues of quality raised most often by users were the structure/navigation of a document and the timeliness in which the information was received.  

"Well structured, with paragraphs, dividers, information lines at the top, page numbers for print so I can direct a sighted friend or colleague there - these are good quality.  But [if] the layout is non-existent … it's hard to get around.  Like a sighted person reading a dense block of text."

Male, 55-64, blind
Structure and navigation are important to users because they affect how easy the document is to use.  As print readers use headings to skip to relevant sections or to remember how far they had read, so structure helps users of accessible formats to navigate through documents.  This also makes reading accessible formats quicker:

"I find that the quality of it is the speed of reading because I read large print.  I don't want to take two hours to read a letter, I should be able to read it in two minutes if the way of going round it was appropriate."

Female, 55-64, partially sighted
"If it's not laid out in a way you can navigate that's very difficult. [I have had documents where] there were no new lines or paragraphs, nowhere you could stop and come back to."  

Male, 35-44, blind
The issue of timeliness was controversial amongst the users interviewed.  Some felt that rushing a document may result in errors which could affect the readability of the document.  However, many users felt timeliness to be an important aspect of quality:  

"Something that is only available weeks after the printed copy is to me the biggest problem.  I'd rather have it at the same time as everybody else is getting their print document, even if it's got several errors."

Male, 45-54, blind
Users gave examples of occasions on which timing mattered.  Examples included bills where there is a deadline for payment, and financial information where decisions need to made within a certain timeframe (such as for pensions, or renewals of savings bonds).   Another example given was having quick access to the books on the Booker prize shortlist, to enable readers of accessible formats to read them at the same time as their sighted peers.  

These examples highlight the issue of equality, in that blind and partially sighted people should have access to information at the same time as their sighted peers.  Some users felt that service providers did not recognise this:

"The day they're sending everybody else's letter out, they're sending ours to be translated to large print or braille, so inevitably it will be later.  They don't think three weeks ahead that we're entitled to know on the same day as everybody else."

Female, 55-64, partially sighted
Another issue relating to equality which users raised is that they would like to get the same information the sighted reader receives:  

"I do want all the information that a sighted person gets, so at the start of a book I want to read that blurb.  I read one book that […] I thought was fiction, but it turned out to be autobiography!  I didn't know what sighted people knew."

Male, 55-64, blind
Again, there was some disagreement between users on this point, as some felt that due to the bulky nature of some accessible formats (particularly braille), too much unnecessary information was provided:  

"I like it to the point.  Not all the other rubbish they put in, the riff raff you don't need to know that they put on the back.  Like on my bank statements, I read what goes in and out of my account, how much the balance is, and all the other information I don't read.  It's so many sheets of paper."

Male, 35-44, blind
It appears that whilst blind and partially sighted people should not be denied access to the full information that sighted people receive, there may be times where too much information is provided.  Further discussion of this issue can be found in section 4.4.1.3.  

Many users felt that the quality of an accessible document was linked to how easy the document was to use.  Comments regarding the ease of use were often related to structure and navigation, as discussed previously, although also included issues such as the print used: 

"It could make it tricky if the print was poor quality, it would make it harder to read so it puts a further obstacle in the way."

Female, 35-44, partially sighted
Another commonly raised issue with the usability of accessible documents was whether the information had been suitably adapted both to suit the format in which it was presented, and to account for the user's lack of sight.  With regard to suiting the format, an example given was phone numbers on audio information being read out too quickly to allow users to check them as they dial.  Where a sighted person could refer back to the printed number, an audio user may struggle to dial the numbers as quickly as they are read.  

Failing to adapt information to account for the user's lack of sight can make the information completely inaccessible:  

"I requested a braille copy of the instructions.  They very kindly got the booklet put into braille, but unfortunately it was a literal translation, so it said, 'You will see that the red button here … and this diagram and that diagram …' It was absolutely useless."

Male, 45-54, blind
These findings suggest that the most important aspect of quality for users is that they can actually use and understand the information, and act on it accordingly.  Many of the users interviewed felt that organisations who produce/provide accessible formats don't always understand how to make accessible documents user friendly.

"Accessible information is not just translating what is given to the general public into large print or audio - it needs a bit more work than that.  They may say accessible information but are not actually thinking of the end user."

Female, 55-64, partially sighted
"People [aren't] trained properly, or they haven't thought it through.  You need to get someone who is going to use it to check it to tell you what's wrong before you send it out to 500 people." 
Male, 55-64, blind
Overall, these findings suggest that for users, the quality of accessible information is linked to how usable it is.  The importance of understanding a user's perspective when making accessible information usable is further discussed in 4.4.1.1.  

4.1.2 Transcriber perspectives

Transcribers' views about what constitutes quality in accessible formats were mostly in agreement with users, suggesting that transcribers have a good understanding of the needs of the end user.  

Examples of this include transcribers highlighting the importance of structure in accessible documents to enable ease of navigation, and showing an appreciation of users' feelings that the usability of the document is key to accessing the information.

"As a minimum, page information lines and a couple of heading styles should be used to ensure ease of use."
Large transcription agency
(note: Heading styles in a text document introduce structure by forming different levels of headings which can be easily navigated.  This structure is maintained in accessible formats making navigation easier).  

"Usability is just as important as format – they go hand in hand."
Small transcription agency
There was also an awareness of the importance of adapting information to suit the format in which it was presented:

"[Making the information fit for purpose] can mean often working with the individual or organisation around ensuring their written information is adapted to suit the audio format."

Small transcription agency

One aspect of quality frequently mentioned by transcribers which was not raised by users was the accuracy of the transcription.  As professionals taking pride in their work, accuracy is clearly an important issue for transcribers, and may also affect the reputation of their business.  However, it is of interest that a number of users reported being willing to overlook some errors in order to receive the information more quickly.  

Some transcribers recognised this as an issue, and reported that they had on occasion produced things quickly for users which may have been below their usual quality standard.  However, many transcribers felt uneasy with this and suggested that they should work towards systems efficient enough to "get it right first time":  

"If a client makes this request [that they would rather have it quickly than have it perfect], we should comply, reducing the number of checks, etc.  But we should also work hard for systems that produce a good result quickly."
Small transcription agency 

Transcribers also reported understanding that in some situations timely delivery of the information could be the most important factor.   

These findings may suggest a need for further communication between users and transcribers, to enable users to specify what matters most to them when receiving accessible information.  Of course, the relationship is often a complex one including a service provider as an intermediary, which may make such communication more difficult.  Further discussion around issues of communication can be found in 4.4.2.  

In summary, overall transcribers showed a good appreciation of the needs of end users with regard to what constitutes quality accessible information, in particular recognising how good structure and various adaptations can make accessible documents easier to use.  

4.1.3 Service provider perspectives

Service providers tended to look at "quality" in a slightly different way to users, being more likely to consider the professionalism of the document and how it reflected on their company.  This was particularly seen in service providers' strong reaction to the suggestion that some users may not mind about errors in documents so long as they could understand the information.  

Most service providers acknowledged that readability was crucial, but were keen to point out that for reasons relating to customer service, equality and brand reputation, they expected their accessible formats to be as good quality as the printed information they send to their sighted customers.  

As with the transcribers, service providers overall felt accuracy to be very important.  Much of their concern for accuracy was due to the professional reputation of their companies:  

"All documents, regardless of content should contain information that is relevant and accurate. This is not just for the customer’s benefit, but for the reputation of the organisation."

Energy supplier
Service providers did consider timely delivery of information in accessible formats to be an important part of quality, although again their reasoning for this was largely related to business reputation in terms of efficiency and customer service:  

"It's all about customer service, and being fair.  I'd rather do it quickly, but still to a high standard, not compromising the standard."

Retailer
With regard to accessible formats containing the same information as print versions, service providers were keen to ensure that all customers received the same level of information.  

"Interpretation at our sites is honed to provide succinct but engaging information.  There is no sense that this should be further simplified just because of the format."

Heritage organisation
However, one service provider reported having changed their system following customer feedback:

"One year we produced all of this information, and the braille version was quite a big pile, and the large print.  Lots of them came back saying 'Don't send all this, just send the main information.'  And so we did and within the braille said 'This other information is available on request.'"

Water supplier 

All service providers agreed that accessible formats should be easy to use, although few commented on how this might be achieved.  Similarly, only two service providers acknowledged the need for information to be adapted to suit different formats/needs.  

This is neither surprising nor particularly condemning; many of those interviewed had roles in marketing or customer services and may have had little or no training around the needs of blind and partially sighted people.  However, some interviewees had job roles specific to access for disabled customers, some of whom were much more knowledgeable on aspects of quality which affect the usability of accessible formats.  

"It can be quite difficult to persuade everyone in the organisation to buy into the concept and really understand how often small changes to their design can make such a huge difference to many people."

Communications provider
Overall, the findings suggest that service providers are concerned for the quality of the accessible formats which they send to their customers, although they may not necessarily know what makes such documents "good quality" and easy to use for the end user.  This may highlight a need for awareness raising with service providers to help them to ensure their accessible information meets customers needs.  This is discussed further in section 4.4.1.1.  

4.1.4 Summary

Findings suggest that users view the quality of accessible documents to be linked with their usability, both in terms of being easy to use and being available at suitable times.  Transcribers acknowledged the importance of these factors, and showed good understanding of what makes an accessible document easy to use.  However, as business reputation makes accuracy of great importance to transcribers, there may be some conflict if users require "quick and dirty" transcription.  Service providers were also aware that ease of use and fast delivery were important to users.  However, due to less experience of the needs of people with sight loss, service providers showed less understanding of what makes accessible documents easy to use.  

These findings show some cohesion between the groups in terms of what constitutes good quality accessible information, and also highlights some areas where further work could be done to improve understanding between the groups.  
4.2 Why quality matters

Having considered different factors which may affect the quality of accessible information, this project also explored why the quality of accessible information matters - to users, to transcribers and to service providers.  

4.2.1 Why quality matters to users

"It needs to be quality so I can access and understand it."

Male, 34-44, blind
As highlighted in section 4.1.1, users feel that the quality of accessible information directly affects how usable or accessible that information is.  For this reason, users' thoughts as to why the quality of accessible information matters must be considered in the context of the broader question of why accessible information matters.  

Two responses which highlight the importance of access to information for blind and partially sighted people are as follows:  

"I should be able to read it in exactly the same way as everybody else and it would be unfair if I couldn't."

Female, 45-54, partially sighted
"Obviously, the quality matters to get through life on a day to day basis.  Without information, things do get very difficult.  It certainly does increase independence."

Male, 45-54, blind
These findings show that access to information is important to blind and partially sighted people both in terms of equality with their sighted peers and to enable them to live independent lives and make their own decisions.  This is related both to aspects of the document itself (structure, adaptation) and the quality of the service provided (timing of delivery).  These themes were mentioned many times in discussion with users as to why the quality of accessible information matters to them.  

4.2.1.1 Bad experiences

To further demonstrate why the quality of accessible information matters, users reported experiences of poor quality accessible information, highlighting some of the problems it could cause.  
"With regard to timeliness, I needed information about my pension, I needed to make a decision about it and when I asked for it in braille they said it would take 6 months.  I just had to do without it."

Male, age 55-64, blind  

"Last year, a letter did not come telling me that if I didn't tell the bank that I wanted my income bond changed or taken out, they would automatically assume it was in for another year.  Because I didn't get the letter in time - it took an extra three weeks - I couldn't get my money for another year."

Female, 55-64, partially sighted  

These examples show the importance of timely delivery of accessible information to enable blind and partially sighted people to make informed choices about their lives.  

Another theme raised by a number of users was that companies often made "improvements" to their services which rendered them inaccessible to blind and partially sighted users.  

"I do online banking, I don't usually have any problems.  But [my bank made] an improvement to their website which meant that when you try to log in, it prompts you for various letters from your password.  They changed it so that the letters you had to click on on the screen were now pictures which the screenreader could no longer read.  I have had to stop using that particular service."

Male, 45-54, blind
This example highlights the importance of considering access issues when designing new systems in order to maintain access to services for all customers.  This issue is further discussed in section 4.4.1.1.    

A related issue is that users felt organisations needed to think more carefully about accessibility, rather than producing accessible formats as an afterthought.  As discussed previously (see section 4.1.1.2), this relates to adapting information to be relevant to people with sight loss or to be more usable in the format in which it is produced.  

"I have had material which is not correctly formatted, like tables which would be better described in a paragraph."

Male, 18-24, blind
Furthermore, users felt that service providers should recognise that an enlarged version of the print original does not always constitute large print.  This can be for a variety of reasons including poor colour contrast, text being laid over pictures, or distortion of the quality of print through enlargement.  

"My local council have issued a document.  I can read it, but when they've made the maps larger, they're so fuzzy, nobody can read them; not even my sighted friends can see them.  All they have done is just taken the computer copy and enlarged it and that doesn't always work with pictures."

Female, 55-64, partially sighted  

These examples give further indication that quality matters to users to ensure that the accessible information is actually accessible, is usable, and can be read and understood.  

4.2.1.2 How does poor quality accessible information make users feel?

As well as the practical issues such as usability, receiving poor quality accessible information can have personal effects on users.  Users were asked to describe how receiving poor quality accessible information made them feel.  

The most common response was a feeling of frustration and annoyance.  Furthermore, many users reported feeling embarrassed or humiliated at having to rely on others to access their personal information for them.  

"[I feel] frustrated … and angry.  You have to get somebody to read it.  And having someone else read it makes me embarrassed.  You lose all dignity.  Now I have no personal details, my life is an open book.  There's no privacy."

Female, 55-64, partially sighted 

Indeed, many users raised issues of feeling dependent on other people, which was particularly problematic for specific types of information which were considered to be personal.  

"You don't want to have to rely on your family to tell you everything."

Male, 18-24, blind 

"[A bank statement] is private, isn't it?  And although my family's very good to me, you still like that little bit of independence."

Female, 65-74, partially sighted
Other responses included feeling out of control of one's own affairs, and feeling uncared for by organisations.  Indeed, some users felt poor quality accessible information showed up inequality in provision of information for people with sight loss.  

"It shows they don't care if they do shoddy work."

Female, 35-44, partially sighted
"[It makes me feel] cheap and unappreciated, because they do more for the sighted than for the blind.  Blind people have got an equal right to live in mainstream society as sighted people do."

Female, 35-44, blind  

One user reported feeling upset when an organisation had tried to provide accessible information but it was not of a suitable quality.  

"It makes me upset because I know they've been trying but they've not succeeded."

Male, 55-64, blind
Indeed, many users acknowledged that although the quality of information was sometimes poor, they appreciated the effort of the organisation in having it transcribed into accessible formats.  

"I suppose I'm grateful if it's in braille at all that's why I don't complain."

Female, 55-64, blind
These findings show that receiving poor quality accessible information can be very distressing for blind and partially sighted people.  Furthermore, many users simply accept what they are given, perhaps feeling it may be unreasonable of them to complain when effort has been made to cater for their needs.  This may highlight a need for further training for organisations that produce/provide accessible information, to enable them to get it right first time so that users are not left feeling grateful for something which is of little use to them.  

4.2.1.3 How do users respond to receiving poor quality accessible information?

Users responded in different ways to receiving poor quality accessible information.  

Some users reported simply giving up and having to rely on someone else to access the information:

"I just try to ignore it and think what's the point of grumbling about it; nothing changes."

Female, 65-74, blind  
"It makes me feel like asking the wife [to help].  So I have to rely on someone else."  

Male, 55-64, blind

Others reported complaining to service providers about poor quality accessible information.  The outcome of complaining was more successful for some users than others:

"I complained about getting uncontracted braille, and they said be thankful you got any!"
Male, 55-64, blind

"[With] my phone bill, there was something wrong, the information didn't read well.  I complained and they said something had gone wrong at the printers, so they made me a new one and it was OK."

Male, 35-44, blind
Users pointed out that if the information they receive is difficult to use, in some cases they will simply do without it.  Whilst this can be problematic for the user for information they need, it can also be problematic for service providers if it is information they want customers to have:

"If they want your business it's up to them to make it accessible to you, or you'll go somewhere else."

Male, 35-44, blind

"If the quality is good I'm more likely to look at it.  Like information leaflets from the government or advertising.  The quality matters to the suppliers as to whether I'll read it or not.  If it's quality you'll treat it as it looks, if it looks rubbish you'll treat it as rubbish."

Male, 55-64, blind
Indeed, many users reported that if a service provider was providing poor quality accessible information, they would take their business elsewhere.  

"I would ignore them, and use someone else's company."
Male, 75-84, partially sighted

These findings highlight that making good quality accessible information makes business sense.  Just as sighted customers would not stand for poor service, so blind and partially sighted customers will not continue to use services which are difficult for them to access.  

4.2.1.4 Does quality always matter?

Whilst being able to access and use a document is clearly always important, users acknowledged that their expectations for the quality of accessible information varied for a number of reasons.  

Firstly, expectations may vary depending on who the information is coming from:

"I expect professional companies to produce things of good quality."  
Female, 45-54, partially sighted
Secondly, users felt that the importance of the quality of the material may vary depending on the type of information it was conveying:

"A letter from a friend is not as important as a bank statement."  

Male, 35-44, blind
Thirdly, some users thought the importance of quality may vary depending on the way in which the document would be used:

"It can depend, if it's something very basic that you would read from start to finish [then it is less important].  If it's something vital you have to be able to use it, and if it's not laid out in a way you can navigate that's very difficult."

Male, 35-44, blind  

Finally, some users suggested that particular aspects of quality may matter more or less depending on the material.  For example, in some cases, structure is the most important thing, but in others, getting the information quickly is crucial:

"It depends on the product.  With my pension information, I would rather have had it, even in grade 1 [braille].  National Library for the Blind did the shortlist for the Booker prize, they did that quickly so it wasn't perfect but good enough, so that I could have a look and not have to wait 3 years when everyone else had forgotten about it."

Male, 55-64, blind  

These findings show that users' expectations for the quality of accessible information may vary, although professional companies producing important information are expected to do so to a high standard.  Indeed, some users felt there were no exceptions, and that all accessible information should be good quality:

"Quality always matters, whatever the publication."

Female, 65-74, blind
4.2.1.5 Good experiences

Whilst there is much in the findings of this study to suggest that there are many improvements to be made to the quality of accessible information, good experiences were also reported.  

Indeed, some users interviewed reported having no complaints about the quality of accessible information they receive.  In some cases, this was due to having a close family support network who helped read information to the user:  

"I'll be 75 next month, I've had a good life and just this last 15 years when my sight started to go bad my family have helped me to cope with it, so really it's not a problem."

Female, 65-74, partially sighted
Other users were simply happy with the service they received, and reported having no reason to complain about poor quality.  

"I'm satisfied with the service I've been getting…nine times out of ten, it's good.  I've never had reason to complain." 
Male, 85+, blind 

"Anything that’s actually put into accessible formats these days is generally done reasonably well." 

Male, 35-44, blind  

During the focus groups, users shared good experiences and advised each other on where to go for good quality accessible information.  Examples included accessible shopping websites, helpful organisations and recommended transcription agencies.  

These findings show that despite there being room for improvement in many areas, there are organisations who are getting accessible information right.  This should be encouraging to transcribers and service providers who are working hard to make their accessible information meet customers' needs.   

4.2.2 Why quality matters to transcribers

Transcribers gave three reasons why the quality of accessible information matters.  

Firstly, transcribers understood that the quality of accessible formats was vital to making the information accessible:  

"We aim to produce high quality work in order that it is of maximum accessibility to visually impaired people."

Small transcription agency
Secondly, transcribers stressed the importance of equality for blind and partially sighted people, that the information they received should be of the same quality as information produced for sighted people:  

"Everyone should be entitled to receive the same information at the same time as everyone else with nothing left out."
Small transcription agency
Thirdly, transcribers noted that the quality of the accessible materials they produced was important for the reputation of their business.  

"Maintaining a high quality product also helps increase our customer base by gaining new customers and retaining old."

Medium transcription agency
It is encouraging that transcribers' overriding concern was for the accessibility of the materials which they produce, as this reflects the concerns of the end user.  It is necessary to ensure that transcribers' business standards meet users' standards of good quality accessible information.  This may be achieved through development of industry guidelines on best practice in producing accessible information.  This is discussed further in section 4.4.1.1.    

4.2.2.1 Does quality always matter?

Transcribers were split as to whether or not they thought quality standards should vary for different types of documents.  Around half of transcribers felt that quality always matters:

"We aim for the same quality in everything we transcribe. I would never advocate poor quality for anything as it’s unfair on the user and gives the transcriber a bad name."

Small transcription agency
However, others gave examples of types of information which may require particular attention to accuracy, including financial information, educational materials and timetables.  Transcribers also highlighted that the importance of quality may differ depending on the lifespan of the information:

"A book that is going to be archived will need more effort at quality production and indeed accuracy than a weekly magazine that will be listened to once and then binned. It goes without saying that financial info, timetables, textbooks etc require high quality production."

Small transcription agency
These findings suggest that many transcribers think quality is important for all materials, although some are particularly concerned for the accuracy of important information.  

4.2.3 Why quality matters to service providers

The most common response from service providers as to why the quality of accessible information matters was to ensure equality of service between blind and partially sighted people and the sighted population.  

"People who are visually impaired should not be at a detriment as a result of their disability. They should be entitled to the same quality of information as anyone else."

Retailer
Secondly, many service providers felt quality to be important in line with their legal obligations under the Disability Discrimination Act (DDA, 2005) which requires them to make reasonable adjustments to provide disabled people with equal access to goods and services:  

"To offer a good quality transcription provides a good image to the end user and also meets our legal obligation."

Local government 

Service providers also gave other reasons for the importance of quality accessible information which were business based.  These included providing good customer service and attracting blind and partially sighted customers through provision of accessible information.  

"[Quality matters] because our customers are very important.  We need to ensure we meet every customer's needs."

Retailer
"We realise a large amount of the market need information in other formats and they make up a big part of our customer base."

Arts/leisure
As with transcribers, service providers show an interest in users' needs through acknowledging the importance of equal access to information.  Again, service providers also have business reasons for supplying good quality accessible information, including a legal obligation under the DDA and attracting new customers.  Indeed, as seen in section 2.4.1.4, users do expect quality materials from professional companies, showing service providers are right to consider their accessible materials as reflecting on their reputation.   Indeed, some users would cease doing business with service providers who failed to provide good quality accessible information (see section 4.2.1.3)
4.2.3.1 Why branding matters

Service providers were also asked how important they felt it was for their accessible information to feature their corporate branding.  Responses were mixed.  Some organisations gave reasons for why branding was important, including helping the user identify where the information has come from, and showing the accessible version had also been properly designed.  

"It is important so that the customer knows with whom he or she is dealing."
Energy supplier

"The addition of corporate branding suggests that the accessible format is part of a suite of official options to find out more about an organisation.  It is not just a copy of something developed quickly […] it is part of the overall offer from the organisation."

Heritage organisation
Other organisations reported that branding always mattered, and was featured on all materials, without commenting on how branding may be adapted to suit different formats or needs.  Indeed, some organisations showed a lack of understanding as to how branding could be applied to accessible formats.  

"It's on the print materials, but not on braille or audio because it's in another format.  It can't have a logo on it."

Arts/leisure
However, some organisations had clearly thought through the issue of branding their accessible information, and a number of them highlighted that accessibility of the information was more important than having it branded in the same way as their standard print materials.  

"Sometimes corporate branding can go against making the information accessible.  Such as the colours.  It's important for people to know the information is coming from your company, but the over-riding thing is that it's easy to use for the customer.  If that means changing the branding then so be it.  For example, our special assistance guide, which is produced in large print as standard, is printed on a yellow background.  Our corporate branding is black on white, but for large print it's on yellow."

Water supplier  
Overall, most service providers felt that branding was important, but some lacked understanding of how they could apply their branding in an accessible way to different formats.  This may highlight a need for further training, so that information which matters to service providers can be made accessible to users in an appropriate way (see section 4.4.1.1).  

4.2.3.2 Does quality always matter?

Nearly all service providers felt that quality always matters, regardless of the content of the document:  

"Accuracy in the written word is as important as in financial data.  Information regarding our services is as important as that about our tariffs."

Energy supplier
These findings are likely to reflect the fact that service providers felt their accessible information reflected on the reputation of their company.  Indeed, even those who believed that some information was more important felt there should be a minimum standard of quality for all materials:

"Accuracy matters for financial documents, definitely.  But really quality is important for all information, I suppose clarity matters more [with numbers]. But we try to maintain our standard of quality throughout all our materials."

Arts/Leisure 
4.2.4 Summary

The quality of accessible information matters to users so that they can access the same information that sighted people can, in order to make informed decisions in everyday life.  Transcribers and service providers recognised the importance of equal access to information for blind and partially sighted people.  Furthermore, the quality of accessible information mattered to transcribers and service providers as the quality of the information they produce/provide will reflect on the reputation of their business.  Whilst some users felt the importance of quality differed for different materials, on the whole transcribers and service providers took pride in their materials and were more likely to think quality always matters.  

4.3 Current quality control measures

Transcribers and service providers were asked to describe what measures they had in place to ensure the quality of the accessible information they produce/provide for their customers.  
Common responses from transcribers included staff training, testing of materials with end users and proofreading.  

Common responses from service providers included using reputable transcription agencies, following industry guidelines/standards (where they exist) and testing of materials with end users.  

The most commonly mentioned quality control measure for both groups was customer feedback, which was investigated further.  

4.3.1 Customer feedback

"[Requesting feedback] helps maintain the standard of provision and gives us testimonials to use for further work. It also enables us to see the impact of what we produce and learn from each job."

Small transcription agency
Transcribers and service providers both reported customer feedback to be a key part of ensuring the quality of their accessible information.  However, organisations varied widely as to how proactive they were in gathering user feedback.  Few had formal mechanisms for gathering feedback and most took an informal approach.  

Five transcribers and two service providers reported formal mechanisms for requesting customer feedback.  These included carrying out systematic surveys of customers, use of consumer groups, and use of feedback forms contained within materials sent out:  

"We phone them.  We have 23,000 customers on our special needs register.  So every now and again we contact the people on the register for feedback"

Water supplier
"We have a consumer group of a sample of our members for trials and feedback on audio books, audio catalogues and playback equipment."

Large transcription agency
Most organisations reported acting on customer feedback which was received on the user's initiative, usually by telephone.  Some organisations encouraged this through promotion of a helpline phone number.  

Overall, both transcribers and service providers recognised the value of customer feedback, but many were not active in seeking it.  Some had recognised this issue and were in the process of changing their systems.   Other reported difficulties which held them back from further engagement with end users.  

4.3.1.1 Difficulties requesting feedback

A number of transcription agencies reported difficulties with requesting feedback from end users due to the indirect relationship they had with them: 

"It is harder to get feedback from our direct users when we are producing information for them on behalf of a business client.   It is easier to get feedback from business customers but not as valuable as we don't know how good the end product has been for the user." 

Small transcription agency
Transcribers produce accessible formats on behalf of service providers, who send the information to their customers.  Feedback from the end user to the service provider is useful to a point, but in many cases would need to be passed back to the transcriber in order for appropriate changes to be made to the way in which accessible documents are produced.  This highlights a need for better communication between the three parties to ensure that users' needs are acknowledged and changes made accordingly.  This issue is further discussed in section 4.4.2.2.    
4.4 How can the quality of accessible information be improved?

The findings of this study have highlighted the importance of the quality of accessible information, and have raised a number of issues which could be addressed in order to improve the quality of accessible information provided.  This section aims to draw together these findings with a view to informing future practice.    
4.4.1 Understanding users' needs

A key issue raised throughout this project was that it is imperative for those providing accessible information to understand the needs of those who are going to use it.  This includes considerations of what makes accessible information usable, what aspects of quality matter to the user and what level of information should be provided.  

4.4.1.1 What makes accessible information usable?

Users highlighted that the key factor in the quality of accessible information was whether or not they could use it.  Factors affecting usability included structure to enable ease of navigation, and adaptation of content to suit both the format in which the information was presented and the needs of someone with sight loss.    

Findings suggest that most transcribers have a good appreciation of these matters due to their experience working with blind and partially sighted people.  However, transcribers may benefit from further guidance perhaps through industry guidelines to specify how to produce good quality, user friendly accessible information.  

Furthermore, many service providers would benefit from a better understanding of what constitutes an accessible document.  Indeed, many accessibility problems could be avoided if organisations designed their print information with accessibility in mind, as this would avoid having to redesign the information in order to create accessible formats.  Examples include use of heading styles to introduce structure, and following "clear print" principles (good contrast, no writing over pictures and so on) which translate more easily into large print.  Other information which would be beneficial for service providers may include information on how blind and partially sighted people access information (e.g. what a screen reader is and how it works) and how branding can be applied to accessible formats (e.g. audio logos).  Guidance/training for service providers covering such issues may help to reduce the time it takes to produce accessible documents through raising awareness and cutting down unnecessary redesign processes.  

4.4.1.2 What aspects of quality matter to users?

When working to produce quality accessible information, transcribers and service providers need to understand which aspects of quality matter to users.  As discussed previously, usability is of key importance (see section 4.4.1.1), as is the timely delivery of the information.  

Users highlighted the difficulties of receiving information later than their sighted peers, and considered it an injustice that organisations failed to think ahead in order to ensure people with sight loss received information at the same time as print readers.  

Organisations may need to consider how they can alter their systems to ensure timely delivery of accessible formats.  Transcribers and service providers interviewed made some suggestions for how this could be achieved.  Suggestions included having clear policies and processes in place, the potential to produce some information more quickly in house, and compromising the "quality" for a quick turnaround.  

"If an organisation has a clear process for the provision of accessible formats which staff can follow or which a company they are working with to produce this information can follow, it will improve the speed of delivery of the information."

Heritage organisation
"I wonder if there is something in this about providing staff ‘in house’ with support to deliver accessible formats (or at least some of the options), and so enabling the query to be responded to quickly, rather than waiting for a referral on to an outside company?"

Heritage organisation
"I think we have to tailor services to what our customers want so if they want the information quickly then we should produce it quickly without getting hung up on quality."

Small transcription agency
Whilst some users stated they were happy with such a compromise, preferring speed over accuracy, many service providers and transcribers felt speed and quality were not mutually exclusive:

"I don't see 'quality' as being particularly time intensive.  Correct coding, careful formatting and proof-reading do not take much additional time."

Large transcription agency 
Transcribers and service providers should work hard to ensure timely delivery of their accessible information.  

4.4.1.3 What information should be provided in accessible formats?

Users who took part in this study were divided in their views as to whether they wanted to receive the exact same information as print readers or something different.  In some cases, users felt insufficient information was provided which put them at a disadvantage compared to sighted readers.  Others reported frustration receiving huge documents of irrelevant information which they did not want (note: the majority of such comments refer to bills/statements which included extraneous information about the company, other services and so on).  

Whilst clearly it is important that blind and partially sighted people should not be denied access to information sighted people receive, some users feel frustrated at the sheer size of the documents they receive.  Both braille and large print are very bulky and can run to many times the print equivalent:

"My phone bill, I get 56 pages and [sighted people] probably get four pages or five.  I get it in book form with a huge ring binder." 
Female, 55-64, partially sighted

There is also an environmental argument that it may be unnecessary to produce sizable documents which people may have no desire to read.  In response to this issue, some transcribers and service providers came up with suggestions of how the problem could be tackled.  Suggestions included having a detailed contents page (which helps users decide what they do or don't want to read), prioritising the order in which information is presented, and giving only key information whilst stating further detail can be accessed on request.  

"Perhaps it is a question of layout.  The 'key messages' could be produced first, with extraneous material as a follow on."

Large transcription agency
"An overview of bullets could be supplied with more in depth detail available if people want further information."

Communications
Transcribers felt it was up to the service provider - as the owner of the information - to decide how much information was transcribed into accessible formats.  It may be beneficial to service providers to consult their customers as to what is required.  

4.4.2 Communication

The findings of this study have highlighted areas in which communication between users, transcribers and service providers needs to be improved.  

The relationship between these three groups is complex.  Service providers have direct contact with both users (as customers) and transcribers (as contractors).  There is usually little contact between transcribers and users.  However, with their experience of producing information for blind and partially sighted people, transcribers are usually better equipped to understand the needs of users than are service providers.  

Two particular areas of communication which could be improved are communication between transcribers and service providers, and communication of feedback from users.    

4.4.2.1 Communication between transcribers and service providers

Further communication regarding good practice in designing accessible information could be achieved through closer working between transcribers and service providers.  As transcribers are experienced in producing accessible formats, they should be well placed to advise service providers as to potential accessibility issues with their documents.  Indeed, some transcribers interviewed reported already doing this:

"The whole purpose of making information accessible is to ensure it is fit for purpose and is the most appropriate format  […] to suit the client group. This can mean often working with the individual or organisation around ensuring their written information is adapted to suit the […] format."
Small transcription agency

Furthermore, transcribers could advise service providers on good practice with regards to the timeliness of delivery of accessible information, what information to include and so on.  

Many service providers reported choosing reputable transcribers to ensure the quality of their accessible information.  A system which may help service providers in choosing such reputable transcribers may be the development of industry quality certificates, to show service providers that the transcribers meet a particular standard.  This could also lead to a register of "quality" transcribers.  Such as system would give service providers confidence in the advice of their transcribers.  

4.4.2.2 Communication of feedback from users

As reported in section 4.3, both transcribers and service providers felt customer feedback to be an important part of quality control for their accessible information.  However, due to the complex relationship between the three groups, it can be difficult for transcribers to hear the views of end users.  

Furthermore, a number of transcribers and service providers felt feedback to be important but reported they were not very proactive in seeking it.  Active involvement of users in the quality control of accessible information will improve the standard of information which is produced.  

It may be beneficial for transcribers and service providers to work the issue of feedback into their contracts, to ensure there is a robust mechanism for collecting users' views, and to communicate this to all parties.  Indeed, if service providers were better informed as to users' needs (see section 4.4.1.1), they may be better placed to act as a go between in passing user feedback to transcribers.  

4.4.3 Improvements to service

Throughout the focus groups and interviews carried out with users, various issues were raised about problems users faced with service providers when trying to get hold of accessible information.  Whilst some of these issues are unrelated to the quality of accessible formats, these are discussed here to raise awareness amongst service providers of aspects of their services which can cause problems for blind and partially sighted customers.  

Firstly, users raised concerns that some services would not make information accessible due to having rigid policies for how they deal with customers.  Particular examples included making appointments at doctors' surgeries, where users cannot make appointments in person but are sent a printed letter telling them when to attend.  

Secondly, users reported problems with organisations who continued to send standard print despite having it on record that the user required a different format.  Users felt it was unfair for them to have to contact the organisation every time to remind them, and found it unpleasant having to repeat details of their disability.  

Other commonly reported problems included being asked to read small reference codes from letters, and dealing with people in call centres who may not know how to deal with particular issues.  

Finally, a few users complained that organisations sent them standard print copies of information as well as sending the information in their chosen format.  Users felt this was unnecessary, as the print could not be read by the user, and also caused confidentiality issues if the user had to ask a sighted person to identify what the printed matter was.   

These issues should be considered by service providers as to how services could be improved to improve the experience of blind and partially sighted customers.  

4.4.4 Summary

A number of areas have been highlighted in which work could be done to improve the quality of accessible information provided to end users.  These include: 

· development of industry guidelines for transcribers to follow to ensure their accessible information meets users' needs

· awareness raising for service providers to better understand users' needs

· development of processes to ensure timely delivery

· discussion with users as to how much information should be provided

· sharing of expertise between transcribers and service providers

· formulation of robust feedback mechanisms

· consideration of users' concerns about services.

5. Conclusions and recommendations

The findings of this study show that the quality of accessible information matters a great deal.  Ultimately, to users, quality matters to enable them to access information, to be on an equal footing with their sighted peers, and to allow them independence.  Transcribers and service providers recognise the importance of quality in equal access for blind and partially sighted people, and have a further concern that the quality of the accessible information they produce/provide reflects the reputation of their business.  

Opinions of what constitutes "quality" for accessible information differed somewhat between the groups interviewed, although the overriding concerns of users were that they could use the information and that it arrived on time.  

Based on the issues raised throughout the study, and the suggestions made by all parties, the following recommendations are made:

5.1 Guidance and training

· Development of guidance and awareness raising courses for service providers to improve their understanding as to what constitutes accessible information, how blind and partially sighted people access information and how to consider accessibility in their original designs

· Ongoing guidance and training for transcribers in good practice in producing accessible information (based on industry guidelines, see 5.3)

5.2 Communication

· Improved communication between the three groups, including sharing of expertise between transcribers and service providers, to avoid production accessible information which is of no use to the user

· Improved communication of feedback from users, to allow users a chance to voice their concerns and for processes to be changed to meet their needs and requirements
· A potential avenue for such communication may be road show events at which users, transcribers and service providers could come together to discuss their views, or focus groups carried out over the telephone for discussion

5.3 Guidelines 

· Development of industry guidelines as to best practice in production of accessible information, for transcribers to follow

· Development of an industry "Quality certificate" and creation of a register of quality transcribers who hold this certificate, to give service providers confidence in choosing reputable transcription agencies to produce their materials

As one of the largest transcription services in the UK, RNIB has been tackling many of these issues for some time in various ways.

Over the past few years in particular RNIB has undertaken a programme of dedicated research and campaigning activities around "access to information", involving service providers, end-users and transcription agencies. This report is just one of the outcomes, and the findings from these activities will be shared to enable others to help improve the quality and availability of accessible information for people with sight loss. 

RNIB is also a driving force working closely with national and international industry associations and standards groups on the development of agreed guidelines and good practice for service providers, transcribers and end-users. 

This collaborative industry effort will be the most powerful way of creating lasting change for blind and partially sighted people, to ensure that they receive quality information in formats they can read independently. It is hoped that the recommendations outlined in this report will contribute to the direction of these combined efforts.
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Appendix 1 Transcriber survey

Survey: the quality of accessible information (producers)

RNIB Centre for Accessible Information (CAI)

Prepared by:

Heather Cryer (Research Officer, CAI)

RNIB is carrying out surveys to explore the importance of quality in producing accessible information.  We are aiming to gather the opinions of producers of accessible formats, and to see how they feel about users' views on quality.  

The survey should take up to 15 minutes to complete.  Your answers will remain confidential and your name will not appear in any reports of the findings.  

Are you willing for us to use anonymous quotes from this survey in our reports? Yes/No: 

The survey is in two sections - firstly asking your views on quality and then asking your responses to comments users have made.    

For each question, please type your answer after the colon.  Please feel free to leave blank any questions you do not wish to answer.

If you need help completing this survey, or would rather complete it by telephone interview, please contact Heather Cryer on 0121 665 4211 or heather.cryer@rnib.org.uk

Please return completed surveys to heather.cryer@rnib.org.uk by 20th June 2008.  
Part 1

1. Where do you feel your organisation fits as part of the UK transcription industry?

Please type yes after the appropriate response


a. Large organisation: 

b. Medium organisation: 

c. Small organisation: 

d. Very small organisation: 
e. Other (please specify): 

2. a) How important to you is the quality of the accessible formats you produce for your customers?

Please type yes after the appropriate response
a. Unimportant:

b. Not very important: 

c. Neutral: 

d. Quite important: 

e. Very important: 

2. b) Why/in what way?

Comments: 

3. What measures do you currently have in place to ensure the quality of the accessible materials you produce?

(For example, training, accreditation schemes, customer feedback etc)

Comments: 

4. Do you request feedback on the accessible materials you produce?

(For example, through commissioners/service providers or direct from users)

Yes/No: 

Comments: 

5. Do you ever receive voluntary feedback from customers?
Comments:
Part 2

We have previously asked end-users how they feel about the quality of accessible formats they receive.  The following statements are common responses from users.  Please type your reaction/comments about these six statements. 

1 I don't mind about the quality as long as I can read it

Comments: 

2 Accessible information should be easy to use

Comments: 

3 Accessible formats should be as good quality as the print originals

Comments: 

4 The importance of quality depends on what the document is 

(For example, accuracy matters for financial documents)

Comments: 

5 Sometimes too much information is provided - I want it straight to the point
Comments: 

6 I would rather have it quickly than have it perfect

Comments: 

Thank you

Thank you for your input into this study. The findings will be used to promote the importance of quality for accessible information, amongst users, service providers and producers.     
Appendix 2 Service provider survey

Survey: the quality of accessible information (service providers)

RNIB Centre for Accessible Information (CAI)

Prepared by:

Heather Cryer (Research Officer, CAI)

© RNIB 12 May 2008

RNIB' s Centre for Accessible Information is involved in research into access to information for blind and partially sighted people.  

One of our current projects is looking to find out how important the quality of accessible documents is - to users, to transcribers who produce accessible formats, and to service providers like yourself, who provide accessible documents to customers.  Findings from this study will be used to promote the importance of quality across groups - to encourage users to request quality, transcribers to work to high standards and service providers to obtain good quality materials for their customers.   

This survey is in two sections - firstly gathering your views as a service provider on the importance of quality and secondly asking your responses to comments users have made about accessible information.  The survey should take up to 15 minutes to complete.  

Your answers to this survey will remain confidential and your company name will not appear in any reports of the findings.  

Are you willing for us to use anonymous quotes from this interview in our reports? Yes/No: 

Can I quote you by the type of organisation you represent? Yes/No: 

(For example, bank, supermarket, retail outlet, leisure industry, energy/water supplier, communications, employment, local government, restaurant)

Please specify:  

If you need any help in answering the questions, or would prefer to carry out the survey over the telephone, please contact Heather Cryer on 0121 665 4211 or heather.cryer@rnib.org.uk

Please feel free to leave blank any questions which you do not wish to answer. 

Please return completed surveys to heather.cryer@rnib.org.uk by 11th July 2008.
Part 1

1. How would you classify the size of your organisation?

f. Large organisation:  

g. Medium organisation: 

h. Small organisation: 

i. Very small organisation: 
j. Other (please specify): 
2. a) How important to you is the quality of the accessible formats you provide for your customers?

Please type yes after the appropriate response
a. Unimportant:

b. Not very important: 

c. Neutral: 

d. Quite important: 

e. Very important: 

2. b) Why/in what way?

Comments: 

3. What measures do you currently have in place to ensure the quality of the accessible materials you provide for your customers?

(Prompt: using reputable producers/transcription agencies, requesting feedback)

Comments:     

4. Do you request feedback from customers on the accessible formats you provide?

(Prompt: or do you ever receive feedback)
Yes/No: 

Comments: 

5. How important do you think it is for the accessible information you provide to feature corporate branding?

Comments:  

Part 2

We have previously asked end-users how they feel about the quality of accessible formats they receive.  The following statements are some common responses from users (although these statements may not reflect the views of all blind and partially sighted people).  Please type your reaction/comments about these six statements.  

1 I don't mind about the quality as long as I can read it

Comments: 

2 Accessible information should be easy to use

Comments: 

3 Accessible formats should be as good quality as the print originals

Comments: 

4 The importance of quality depends on what the document is 

(Prompt: for example, accuracy matters for financial documents)

Comments: 

5 Sometimes too much information is provided - I want it straight to the point
Comments: 

6 I would rather have it quickly than have it perfect

Comments: 

Do you have any further comments about the importance of quality for accessible formats?

Comments: 

Thank you

Many thanks for your input into this study. The findings of this study will be used to promote the importance of quality for accessible information, amongst users, service providers and producers.     
Appendix 3 User interview questions

Survey: The quality of accessible information - Users 

RNIB Centre for Accessible Information (CAI)

RNIB is carrying out research about the importance of quality for accessible information.  

We are asking 3 different groups for their views - firstly, users who read accessible formats, secondly service providers (like banks/utility companies) who send accessible information to their customers and thirdly transcribers who produce the accessible formats.  

We would like to hear personal stories of users' experiences with accessible information, to help us better understand the importance of quality, and to contribute to campaigning messages.  

The term 'quality' is quite broad, and we have deliberately left it that was as we want to hear what matters to you.  Some aspects of quality you might want to consider when answering these questions are:

Professionalism, ease of use, timeliness, adaptation for people with sight loss, format specific quality

The interview should take around 10 minutes to complete.  Your answers will remain confidential.  The report will consider everyone's responses together, although some quotes may be used.  

Are you willing for us to quote you in our report? Yes/No: 

If we quote you, can we use your name? Yes/No:

Name:……………………………………………………………………..

If applicable, ask permission to record interview - Yes/No: 

You are free to withdraw at any time, please let me know if you do not wish to carry on.  

Do you have any questions before we start?
1. Which formats do you read?

	Format
	Preferred
	Read
	Further details

	Braille
	
	
	

	Large print
	
	
	

	Audio
	
	
	

	Electronic
	
	
	

	Moon
	
	
	

	Other
	
	
	

	
	
	
	


2. Does the quality of the accessible information you receive matter to you?

Yes/No:
Why/in what way?

3. Does quality always matter, or does it depend on what the document is?

Comments: 

4. Can you give any examples of times you have received poor quality accessible information?

Comments: 

5. Have you ever complained about receiving an accessible document of a poor standard? 

Comments:

ACTION: Prompt user to make a complaint and tell us outcome

6. How does it make you feel when you receive accessible documents which are of poor quality? 
Comments: 

7. How do you feel towards companies who provide you with poor quality accessible information?

Comments: 

8. Would you rather have it quickly or have it perfect?

Comments: 
Please tell us a little bit about you:

Male / Female 




Blind / Partially sighted

Age:

	Under 18
	
	55-64
	

	18-24
	
	65-74
	

	25-34
	
	75-84
	

	35-44
	
	85+
	

	45-54
	
	pass
	


When did you lose your sight?

Further research? Yes / No

If yes, take details on participant sign up sheet

Member of RNIB? Yes / No

If No, are you aware of our membership services, and would you like any further information?

Thank you!

Appendix 4 User focus group questions

Background

· The purpose of this discussion group is to find out why the quality of accessible information matters

· By accessible information, we mean all forms of communication which are accessible to blind and partially sighted people, such as clear print, large print, braille, Moon, audio, electronic text (email) - the way you access information

· The term 'quality' is quite broad, and we have deliberately left it that way, because we want you to tell us what matters to you

· To get you started I'll just run through a few aspects of quality that you might want to think about

· Professionalism-well produced in general, care/time taken,
Ease of use - such as identify what it is, navigate
Timeliness - did it arrive on time or was it late?
Adaptation for people without sight (for example, diagrams described, or buttons identified by position rather than colour)
Format specific quality (braille: dot height, coding, audio: fluently read, appropriate speed for audio, Print: suitable font and size, good quality paper, Electronic: correctly formatted for use with screen reading software, headings for navigation),

So that's given you an overview of what we're talking about, now I'd like to ask you what you think.  

What will happen is, I will ask the question and then go round the group giving each person a turn to answer.  Then if you have anything else to add please let me know,  

So my first question is:

1. Does the quality of the accessible information you receive matter to you?

Why?

In what way (above)

Does it always matter, or does it depend on what the document is?

2. Can anyone give examples of times you have received poor quality accessible information?

Did you complain?

3. How does it make you feel when you receive accessible documents of poor quality?

How do you feel towards companies who provide you with poor quality accessible documents?

Would you rather have it quickly or have it perfect?
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