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NHS services are for everyone



NHS services are for everyone

• accessibility

• health literacy

• writing content that's easy to 
understand

• inclusive language





What we mean by digital accessibility

Services that people with a 
disability can use as easily as 
people without.



What we mean by digital accessibility

This includes people who have 
auditory, cognitive, neurological, 
physical, speech and visual 
impairments.



What we mean by digital accessibility

Accessible services are easier 
for everyone



What we mean by digital accessibility

We also have legal and 
policy obligations



Our legal obligations

Equality Act 2010
“provision of a service to the public or a section of the public (for 
payment or not) must not discriminate against a person requiring the 
service by not providing the person with the service.”

The Public Sector Bodies (Websites and 

mobile applications) (No.2) Accessibility 

Regulations 2018



Digital access needs are many and varied

1 in 5 people in the UK have some 
form of disability



Everyone is impaired at some time



In 2019, we did an accessibility review of 
the NHS website



• Basic issues on core NHS website pages

• Insufficient accessibility knowledge across our teams

• No accessibility testing included in quality assurance

• The NHS website will have to publish an accessibility 

statement soon which would currently be a long list of 

issues.

Key issues



• removed barriers, like carousels of moving content

• over 90 hours of research with 272 people

• spoke with national charities and support groups

• tested our changes with people with a range of disabilities

• developed accessible designs and added them to the 

NHS digital service manual

What we did first



• testing, using automated, manual and usability testing 

methods

• analysis and training workshop

• writing up recommendations and guidance for the service 

manual

Three stages of work



We’ve published accessibility guidance in the 
service manual
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We’ve made some posters…

Available soon to download
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NHS services are for everyone
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• health literacy
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understand

• inclusive language



40%

Struggle with typical 

health information

60%

Struggle with typical 

numerical health 

information



People with low health literacy are:

• more likely to have unhealthy lifestyles

• at higher risk of sickness and premature 
death

• less likely to use preventive services

• more likely to attend A&E



Old content
High cholesterol

Words

3,717

Reading age

16.5



Reduce reading age
High cholesterol

Words

1,764

Reading age

13.2

-1,953

-3.3



Start from scratch
High cholesterol

Words

1,072

Reading age

12.4

-2,645

-4.1



Reducing the reading age did make 

things easier to read but…



Starting from scratch also:

• reduced reading time

• made it easier to pick out and 

recall information

• made calls to action clearer

• made it simpler to navigate ...
… for everyone



'Show the thing'
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NHS services are for everyone

People are not likely to get the health 

information, care and treatment they need if 

they:

• don't understand that a service is for them

• don’t feel respected and included



NHS services are for everyone

But some things are difficult to get right.







NHS services are for everyone

• accessibility

• health literacy

• plain English

• inclusive language



And we are continuing to develop our 
guidance

We are keen to:

• hear feedback

• learn from users

• encourage contributions

Find out more at service-manual.nhs.net



We have made a film to help raise awareness.



Thank you, any questions?

Presented by Leigh Mortimer, NHS Digital

leigh.mortimer@nhs.net


