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WHY BANKS SHOULD INVEST  
IN WEB ACCESSIBILITY



INTRODUCTION

The customer is king. That’s an undisputed fact. While many financial 
institutions have made strides to improve the customer journey, People 

with Disabilities (PWD) still face a number barriers when engaging with 

their banks, credit unions, insurance firms and credit card companies. 

A report from the Federal Deposit Insurance Corporation 

pointed out that while mobile financial services are being 
marketed as convenient “anytime, anyplace” tools, and 
have great potential for customers with disabilities, they’re 
missing the mark if the technologies themselves are not 
accessible and usable by People with Disabilities1

There are 63 million People with 

Disabilities living in North America  

and they control $200 billion (US)  

in spending. That is a large, mostly  

ignored market for financial institutions 
and services. If you’re looking to reach  

new markets, and build and retain 

customer loyalty, one of the best ways  

to accomplish both is to ensure that  

your digital properties are inclusive  

to people of all abilities.

This paper compiles best practices for 

digital accessibility, including applicable 

legal and technical guidelines such 

as the Americans With Disabilities 

Act (ADA) and Web Content 

Accessibility Guidelines (WCAG). 

This paper is for the digital marketers, 
compliance officers and IT professionals 
who want to develop a digital experience 
for their clients with disabilities by 
implementing a web accessibility solution.

WHO IS THIS  
WHITE PAPER FOR?

63 Million
PEOPLE WITH DISABILITIES 

LIVING IN NORTH AMERICA

CONTROL 

$200 BILLION (US) 
IN SPENDING

1 “Banking Status and Financial Behaviours of Adults with Disabilities”, Federal Deposit Insurance Corporation
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WHAT IS  
WEB ACCESSIBILITY?

2017 FINANCIAL  
SERVICES TRENDS

2 https://thefinancialbrand.com/62858/2017-top-banking-trends-predictions-forecast-digital-fintech-data-api
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Web accessibility means giving People with Disabilities access to the digital 
world, allowing them to navigate, understand, use and contribute to the 
web. Many organizations are meeting regulatory requirements; however, 
complying with standards, regulations and guidelines would be for naught if 
financial institutions didn’t understand how People with Disabilities  
(and others) would actually benefit from using an accessible website.

Traditional financial services models are no longer the leaders  
in the industry. Instead, financial services continue to evolve  
their online offerings. The top trends for 20172 include:

1  Remove friction from the customer journey

2  Improved use of data and analytics

3  Improvements in multi-channel delivery

4  Partnering with fintech firms

5  Expansion of digital payments

6  Exploring advanced technologies

7  Investment in innovation 0
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2017 FINANCIAL  
SERVICES TRENDS

3 http://www.carmelon-digital.com/articles/digital-self-service-trends-innovation/
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There is no mention of increased attention to accessibility, and financial 
institutions who are not looking to interact with People with Disabilities 

are missing out on a number of benefits including:

Cost-savings

It costs more money to send People 

with Disabilities to expensive assisted 

transaction channels like branches or a 

live agent than to provide self-service 
options. Forrester Research found that 

web self service can cost a company less 

than 10 cents per transaction compared 
to $6 to $12 (US) for call centre support3

Increased brand  
loyalty and advocacy

When an organization makes a 

commitment to serve People with 

Disabilities, it is creating brand loyalty 

not only with that market but also 

with their family and relatives.

Access to new markets

Individuals with disabilities, like everyone 

else, use banks or credit unions to 

manage their finances. They have a 
disposable income that any financial 
institution should pay attention to in 

order to expand to other markets.

Gain a public image as a 
corporate-responsibility 
leader and strong 
corporate citizen

By using a strong marketing and 

communications strategy, coupled with 

partnerships with not-for-profits and 
advocacy groups, a financial institution 
can become a leader and gain a positive 

image as a responsible organization.
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BARRIERS TO  
ONLINE  
FINANCIAL  
SERVICES  
ACCESSIBILITY

The Internet has led to numerous 

opportunities for People with 

Disabilities – when they are able 

to access it. Consider where 

People with Disabilities, their 

families and their friends could 

be giving their business if their 

online needs were better met. 

Online and mobile banking is 
quickly becoming the norm; 
People with Disabilities, in 
particular, often embrace the 
option of conducting financial 
transactions from their own 

home or smartphone, rather 
than taking the time and effort 
required to visit a branch in 
person. In general, People 
with Disabilities report that 

their financial needs are 
less likely to be fully served 
by the banking system.
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HOW PEOPLE WITH  
DISABILITIES USE THE WEB 

Customers today use websites for a range of buying 

activities from researching products and services to making 

a purchase. As such, customers expect to engage with their 

banks and insurance companies in the same way.

4 “The Evidence” Business Disability Forum

Financial websites are a critical piece in a consumer’s monetary 

decisions, and financial institutions have a tremendous opportunity 
to delight customers with disabilities by offering a combination of 

technology and web accessibility to meet a diverse range of needs. 

More than eight in 10 People with Disabilities have chosen not to 
give their business to a service provider because of barriers4; poor 
web accessibility is one reason cited. When customers  
have a frustrating experience with an organization’s website, 
this is one of the factors compelling them to walk away.

DISREGARD A BUSINESS PROVIDER 

BECAUSE OF BARRIERS ENCOUNTERED

MORE THAN 

8 IN10
PEOPLE WITH DISABILITIES

People with Disabilities are no 
different. They expect to use mobile 
and online banking to pay bills, 
transfer funds, manage budgets, 
manage investments and make 
claims. They’re also researching 
online for mortgages, investment 
plans and applying for credit. 

Think of how many mortgage 
calculators you played with before 
you applied for a mortgage. 
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HOW PEOPLE WITH  
DISABILITIES USE THE WEB 

People with Disabilities often encounter barriers online, not just due to 

an organization’s lack of compliance with web accessibility standards and 

guidelines, but due to poorly designed websites. Many websites lack basic 

accessibility requirements like proper ALT tagging, heading level structure 

or other technical requirements – let alone assistive technology that 

customers who have trouble typing, moving a mouse, or reading might 

need to engage online. Here are some of the barriers that prevent People 

with Disabilities from having a seamless experience in the digital world: 

4 “The Evidence” Business Disability Forum

Auditory

People with auditory disabilities may be 

able to hear sound but cannot differentiate 

speech. As such, they would need videos 

and other web elements with sound 

to be captioned or transcribed.

Cognitive and Physical

Cognitive disabilities can affect how people 

understand and process information on 

websites. Physical disabilities can be part 

of cognitive disabilities, some aren’t and 

these include joint problems or missing 

limbs. Digital platforms from financial 
institutions tend to have many pages of 

information so depending on the severity 

of the disability, People with Disabilities 

would need assistive technology to help read 

through, click, or scroll through websites.

Visual

Visual disabilities range from mild or 

moderate vision impairments in one or 

both eyes, complete loss of sight, photo 

or light sensitivity, colour blindness, or 

the inability to read certain colours of text 

against screen backgrounds. Websites 

need to include functionality like ALT 

tags for images, so people with visual 

impairments can properly navigate and 

understand what’s on the screen.

Speech

This includes difficulty producing speech 
that is understandable by others or by 

voice recognition software. There are 

augmentative devices which are designed to 

support or enhance the speaking capability 

of a person. Alternative devices, on the 

other hand, replace speech as a means of 

communication. Financial institutions should 

also train their call centre staff to recognize 

and work with People with Disabilities 

who use voice augmentative devices. 
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HOW CAN FINANCIAL INSTITUTIONS 
BECOME ACCESSIBLE?

Institutions can and should follow the standards and guidelines set by the 

Americans With Disabilities Act (ADA) and Web Content Accessibility 

Guidelines (WCAG). The essential components of web accessibility are:

 » Content — Is the content presented in clear 

manner that can be easily read by People  
with Disabilities or by reading tools?

 » Web browsers, media players — and other  

user agents

 » Assistive Technology, in some cases — screen 

readers, alternative keyboards, switches, scanning 
software, etc.

 » Automated testing solutions — technology that 
ensures websites meet the requisite standards  
and guidelines

 » Developers — designers, coders, authors, etc., 
including developers with disabilities and users 
who contribute content

 » Authoring tools — software that creates web sites

 » Evaluation tools — web accessibility evaluation 
tools, HTML validators, CSS validators, etc.

By ensuring that websites and 

mobile apps are accessible to 

customers with disabilities 

allows financial service 
institutions to delight customers. 

In turn, these customers 

are more likely to open up 

their wallet and purchase 

mortgages, retirement savings 

plans and other products.
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THE SOLUTION

5 https://thefinancialbrand.com/55509/ada-compliance-for-banking-websites/

Complying with web accessibility standards, regulations and guidelines 

is just the start. To provide a truly seamless experience, financial 
institutions should implement a full-stack accessibility solution that 
enhances the digital customer experience for everyone, regardless of 

ability. This will also ensure that institutions will be compliant with 

the Department of Justice (DOJ) official compliance guidelines for the 
visually disabled as part of the Americans with Disabilities Act (ADA). 

Title II (public companies) are expected to be compliant by 2018. 

An inclusive website does more than 

follow guidelines such as WCAG 2.0 

Level A, AA and AAA, and standards such 

as the Americans with Disabilities Act 

(ADA), Section 508 and Communications 

and Video Accessibility Act (CVAA); 

it gives customers the technology they 

need in order to do what they arrived 

at your website to do, despite any 

auditory, physical or visual barriers.

However, most of the accessibility laws 

being implemented across different 

countries all point to WCAG 2.0, thus 

creating global harmonization. The 

benefits of adhering to these guidelines 
will ensure that an institution’s website 

is accessible around the world, reducing 

the amount of resources needed to 

meet geographic specific standards.

When a website is built to meet WCAG 2.0 guidelines, the 
reality is that it allows People with Disabilities, who use assistive 
technology like screen readers, to seamlessly navigate the 
website. When these customers aren’t frustrated by their 
digital experience, it’s easier for them to do business with you.
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Phone:  (416) 364-2501

Toll Free:  1 (866) 333-3909

Fax:  (416) 466-4452

The growing market and spending power for People with Disabilities  

should encourage financial service institutions to ensure that they are 
disability-friendly. 

Sign up for a FREE, no-obligation analysis of your website’s 
accessibility conformance.

To learn more about how you can make your website and  
mobile apps accessible, visit www.essentialaccessibility.com

http://www.essentialaccessibility.com

