HM Courts &

Tribunals Service Making digital services

more accessible using
Inclusive design

ENGINE | -

Transformation




INE®

“to make sure everyone
who needs your service
can use It”



INE®

Sometimes
users will need
help to use your
service online.
This known as
‘assisted digital
support’.

Source: Government Digital Service

©2021 Engine Group Limited. Confidential.

Any user may need assisted digital
support, if they lack:

» Trustin your service or the internet

» Confidence to use an online
service themselves

» Access to the internet

 Digital skills

* Motivation to overcome these
barriers on their own



INE®

Assisted
digital

Deal



INE®

of the population of the population of the population
are over 65 have dyslexia have the reading
age of an 11y/o
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12.4m 6.6m

of the population of the population of the population
are over 65 have dyslexia have the reading
age of an 11y/o
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have
trouble digital
services
neurodiverse



INE®

Dyscalculia
Dyslexia
Dyspraxia
ADHD
Autism
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Dyscalculia
Dyslexia
Dyspraxia
ADHD
Autism
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||\|E Dyleisxa

A fneird who has dexslyia dcsbireed to me how she eincepeexrs redanig. She can read, but it taecks a lot of ~ Pluibhesd
cncaoienrottn, and the Ittrees seems to “jump anorud”. 03 March 2016

| reemeebrmd rdnaeig aobut tmyicpyeolga. Woduln't it be pbsilsoe to do it itecleianrvty on a wbistee with Tags
Jacipsavrt? Sure it wolud. disyxeia !

Feel Ikie miakng a bmarokkelot of this or smeitnohg? Frok it on github.
tyomycpleiga ’
Dyieslxa is crirazeahetcd by dltuiicffy with Ineairng to read fnleutly and wtih atacruce
coipnehormsen depitse noraml itnenlclegie. This idenlcus dctluifify wtih pgoioalnchol
asanewres, panogocohill doencidg, pnrcseisog speed, otpoarhghric ciondg, atuidory

short-term momrey, laanggue slilks/vearbl cehnosemoprin, and/or ripad nniamg.
E - - Dtopnvmaleeel rndieag doeirsdr (DRD) is the msot common lianerng daislbiity. Dxisleya
X p e r I e n C I n g is the most rzegecinod of rneaidg deosdrirs, hovweer not all rnadeig drsoiders are

DyS I eX | a leknid to dxsyleia.

Jivraspcat

Some see dxyiesla as dsctniit form rnaiedg dfiiuletfics rleitnsug from ohetr ceauss, such
as a non-nirgociaouel dnciciefey with vsoiin or hniareg, or poor or iadgaeunte rendaig
itnitocrsun. Trehe are tehre propoesd ctiignvoe sbyuptes of delsixya (aruitody, vasuil
and atnitatonel), augohtlh iiddviunal cases of dxsyelia are betetr elapneixd by sipeicfc
undreliyng ncsaoorhgcyepuilol decifits and co-ourccirng larnneig dietliaiibss (e.g.
ationettn-dfiecit/hicttrypeviay dodseirr, mtah dsibiilaty, etc.). Atgohluh it is cnioedserd to
be a rpivceete Igaanuge-based Inianreg dbilsiitay in the racsereh lietarrtue, dyeisxla also
afcefts one’s epvisxrese langauge sllkis. Rcereaherss at MIT fnuod that ppleoe wtih
dixlyesa ehebitixd iapmried vicoe-rogotiiencn aibtiiels.

Scorue: Wikiiedpa
« Pvrueois Avriche Next —

bolg cetmonms pewored by Diquss

© Vtocir Wieldl 2102 wtih hlep form Jkelyl Brtatsoop and Tteiwtr Baosrttop x

Source: https://geon.github.io/programming/2016/03/03/dsxyliea
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https://geon.github.io/programming/2016/03/03/dsxyliea

INE

Memory

Problem Solving
C h al | e n g eS Completing Tasks Confusion w/ Time or Place
eX p e r I e n C e d Visual/Spatial/Temporal/Understanding

by the elderly Converaton
regardless of ot
digital ability. witcrawa

Mood/Personality
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INE®

In the UK customers with accessibility needs have an estimated spending power of:

£24,800,000,000

Moreover, 82 /O of these customers with accessibility needs indicated that they
would spend more if websites were more accessible.

Source! : Click Away Pound
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INE®

Inclusivity

benefits everyone

Services that work to improve experiences of those that
struggle online are better for all.

Clarity and good design benefits everyone.



ENG
IE"  Appeals against home office decisions

...of which 54,500
were appealed to

2017 v The Home Office refused around
391,000 immigration & asylum

I

X . .
applications (11%)... HMCTS
Appeal types:
Protection Revocation of Human rights European Deprivation of
protection status economic area citizenship

An appeal against a An appeal against a An appeal against a An appeal against a An appeal against a

refusal 10 gL el decision to revoke an decision to refuse an decision involving EEA decision depriving an
applicant's protection applicant’s protection applicant's human rights movement rights applicant for British

claim status claim citizenship
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woa N

Her housing is unstable
-~

English is her second
language

The case
for change @

She’s unable to work

—

{) z/
5
She struggles with her

mental health

2 ADELE - APPELLANT

-
= O
She has limited, if any, She’s isolated away from her

access to the internet support network
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ENG
INE° Reform to face the future

Based all
over the country

8

Wide range
of teams & roles

Time-intensive
& slow life-cycle

&f

Paper-based
system

Centralised
digitally enabled
organisation



WME  Our approach

Establish research
community and meeting
them in their day-to-day
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Sensitive treatment of
partcipants’ stories in write
up and analysis

WaRD = .
"V Abete's STery

Vo (asouamw)
RS
T REPEC
NoaamETL a0
e N WT—~
I'u swemiT
@ o) AR
o= ou u"“ )
| ar
N T
[ W) AT e :::"‘r’
T couidn'T b8 S Y
THIS 8N MY Own o
| DON'T KNow “Avece 1]
@ WHAT  HE WROTE ,@ LAt
+HE'D (OST MY =
TRUST ! Whs Giyey

(,‘) CAWYERS T8 cAL(.
~/ I DIONI T KNOW
e Nk Y WHERETS START.

Considered approach to
research and co-design,
that was all about
understanding

Creating long term
partnerships
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INE Short, plain English
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SUBM EAL APPEAL/CASE MANAGEMENT
e®0,
[ ®
® Accessservice& @ appeal Completes reason for Completes clarifying questions
= @® appeal form o submitted appeal OR Attends CMA
“O-(® e e TO
— o . e RN
: / N i N
Access flbm , \ / N\
Appellant GOV.UK @ S%rﬂt appeal /
®e0° / - = \
I | [ . = \
[ | \ \
\ | | | e \ |
| | - ’ A N L
Review/Validate Direct to write Reviews O a1 ‘}‘, P Reviews * -/ ‘r
appeal submission decision response submission R _ submission b
I Asks clarifying
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\ | \
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Validate appeal
appeal & send bundle
H.0

submitted
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(Reviews
case)

O -

/

Direct to submit
hearing req.

Reviews & uploads O
HO response

Review's appellants
argument and
responds

HEARING & OUTCOME

Submits hearing

req.
O ® o O
N /
% hearing / Access digital
notice hearing bundle
|
Prepares digital

hearing bundle /

Lists case W\

| Access digital
hearing bundle

N C:
) Access digital
hear\ng hearing bundle
notice

hearing
outcome

Records and
communicates
decision digitally

hearing
outcome


https://transformuk.invisionapp.com/share/U7U5N16VGNH

ENB
INE° Our demo

As-is paper form

FIRST-TIER TRIBUNAL IMMIGRATION AND ASYLUM CHAMBER

IAFT-5 PartA
Appeal against an in Country [Asylum/Immigration] De

Information sheet

[ form if y ppealing from inside it you have the right to do s0. To help you
complete this farm, refer ta the guidance provided. Help can also be found at
p ylum-tribunal.

You can also lodge your appeal your ine,justi KARCFees
Please retain this information sheet.

Completing the form
The completed form should be:

+ Wiitten in English
«  Written in BLOCK CAPITAL LETTERS using black ink

Received by the Tribunal at the address shown on bottom of Part B no later than 14 Calendar days after
you are sent the Refusal Letter by the Home Office.

] Please tick the boxes where appropriate, ta show your answer.

Checklist
Before you submit your appeal use the ch can create your appeal.

Have you provided credit/debit card details?
Have you enclosed a copy of your Refusal Letter?

Have you enclosed a copy of th Refusal which toyour

Have you provided details of the Grounds of your appeal?

oo innd it P o # T eenns s

©2021 Engine Group Limited. Confidential.

Appeal form (legal
representative)

Appeal form (Appellant)

@@ Immigration and asylum

Check your answers before clicking send
Home Office A1289034 Change
reference number e

Datelettersent  25/02/2019 Change

Name Mr Pablo Jimenez cl

Date of birth 13111987 Chanas

Contactdetails  pjimenez@gmail.com
07865348912

Appeal decision type Protection Change

Statement of truth



https://transformuk.invisionapp.com/share/U7U5N16VGNH

INE° Our demo

SUBMIT APPEAL

Access service & appeal
= appeal form submitted

OG-0 o

N
Access from
GOV.UK

Appellant Submit appeal

Review/Validate
appeal submission

Direct HO to submit
bundle

appeal
H.O submitted
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Human approach to
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Direct to write
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decision response
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submission
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~- submission ~ -

| Asks clarifying
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Bz U ) \ service or at CMA -
HO bundle \ Direct HO to
\ review case
& respond

Validate appeal
& send bundle

(Reviews
case)

Direct to submit
hearing req.

Reviews & uploads O
HO response

Review's appellants
argument and
responds

asking difficult legal

HEARING & OUTCOME

Submits hearing

req.
O ® e O °
N /
A hearing / Access digital hearing
notice hearing bundle outcome
|
Prepares digital
hearing bundle

Lists case AN
|
|

\
\\\7 : :
|
'\ Access digital Records and
\ hearing bundle communicates
\ decision digitally
N
N :
) Access digital .
hear\ng hearing bundle besiing]
notice outcome


https://ia-aip-frontend-aat.service.core-compute-aat.internal/email/reasons-for-appeal

INE®

Appeal skeleton argument

Asylum appeal argument

Appeal reference: PA/54321/2018

Legal representative’s reference: 012345-AB
Appellant name: ((Name))

Appellant nationality: ((Nationality))
Appellant DOB: DD MM YYYY

Date of original decision: DD MM YYYY

HM Courts &
Tribunals Service

Appeal argument

INSTRUCTIONS FOR LEGAL REPRESENTATIVE: You must write a
skeleton argument that references:

o all the evidence you have or plan to rely on, including any
witness statements

e the grounds and issues of the case

® any new matters

e any legal authorities you plan to rely on and why they are
applicable to your case

Your argument must explain why you believe the respondent’s
decision is wrong. You must provide sufficient information for the
Home Office to conduct a thorough review of their decision at this
stage.

©2021 Engine Group Limited. Confidential.

VS

Reason for appeal

.’ Why do you think the Home Office decision is wrong?

ity Immigration and asylum

2

Sign out

It may be helpful to look at the Home Office documents. They include your decision letter and other information

about your case.

Tell us in your own words - you don’t have to have perfect English.

How to answer this question

« Carefully read your Home Office decision letter

+ Tryto understand the parts of your claim the Home Office disagrees with

« Respond to some or all the things the Home Office disagrees with

+ Tellus about anything new that will affect your case since you made your claim
+ Include evidence where you can. You can do this on the next page

I1f you need help

- Find that can help you with your appeal

Save for later

Save and continue

» Contact us for help



https://transformuk.invisionapp.com/share/U7U5N16VGNH

INE®

Appellant

©2021 Engine

Impartial support to
understand someone’s
story in a way that’s fit ..

- [ ]
for scrutiny .
[ ]
[ ]
L]
(]
SUBMIT APPEAL APPEALIV MANAGEMENT
e®%%e
[
Access service & appeal Completes reason for @Completes clarlfyingﬂuestlons
appeal form submitted appeal @® OR Attends CMA
— — . 4 . [ 7 o
O—CO—-O—» e O~ RN
Access from / .\
GOV.UK Submit appeal / / .. ..
/ / ®ge°

Direct to write
decision response

Review/Validate
appeal submission

Direct HO to submit
bundle

Review & upload
HO bundle

Validate appeal
appeal & send bundle

submitted

Group Limited. Confidential.

| L )
Reviews O — P
submission ~-
Asks clarifying
questions in
service or at CMA

N o~
Reviews ~ -/
submission ~ -

Direct HO to
review case
& respond

(Reviews
case)

Direct to submit
hearing req.

Reviews & uploads
HO response

//

Review's appellants
argument and
responds

HEARING & OUTCOME

Submits hearing

req.
O e
™

hearing
notice

O

/ Access digital
hearing bundle

| Prepares digital
hearing bundle /

Lists case

Ig Access digital
\ hearing bundle

hearing
notice

Access digital
hearing bundle

hearing
outcome

Records and
communicates
decision digitally

hearing
outcome


https://ia-aip-frontend-aat.service.core-compute-aat.internal/email/questions

ENG
INE° Our demo

Online supportive Q&A

Question1

‘You have said you will need an interpreter at your appointment that speaks Urdu with a Hrudgk dialect.
We hawe no record of this dizlect.
Is there another language or dialect we could provide?

Answer question 1

Supporting evidence

You will be able to add supporting evidence on the next page if you want to.

Meed more time?

= Save your answer and ask for more time

Save and continue Save for later

» Contact s for help
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In person supported meeting

Completes clarifying questions
OR Attends CMA
0 T\
\ /

~ -

I've been asked to attend
a CMA with face-to-face
interpreter (big-word)

OR

| have decided to instruct a CMA as |
feel the appellant might be able to
express their case better face-to-face

e

(e
AN



INE®

How we’_re
responding to
Adele’s needs

How are you thinking
more inclusively
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We keep digital copies of
important documents safe so
they’re not lost when she moves

We've kept our language
simple at a reading age of 5

We will offer clear guidance
about fee reductions

We offer extra reassurance in
notifications and savable forms

~ ADELE - APPELLANT
= O
-
Y )

We sign post support that’s
available at every stage

Our design is conscious of bandwidth
needed to access files



INE®

Thank you

Dave Jackson Julie McCallen David Singer
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