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About me

Digital Accessibility expert at Accessibility Desk
First encounter with WordPress in 2009.
First talk at WordCamp NL 2010.
Studied ICT.
In marketing for >15 years.
Interested in Psychology.
Tennis player, loves board games and dancing, adores
cats.
Find me on LinkedIn: /anneliesverhelst

Currently working on WP Accessibility Docs with Rian
Rietveld, Joe Dolson, and many more. 
Will also do a workshop during WordCamp NL 
in November.



Today's topics
Dealing with client resistance
The arguments for accessibility
This is how we do it
How to make a business case



Recognize this?

It doesn't even matter 
how hard you try.



Resistance

Logical/rational
resistance

Psychological/emotional
resistance

Sociological/political
resistance



Logical/rational resistance

Disagreement with
facts
The client may not agree with the rationale
or data presented to support the effort
being put into accessibility.



Logical/rational resistance

Effort and cost
One of the most pressing points of
resistance. The belief that the time, effort,
or economic costs to make the change are
too high, even in light of clear benefits.



Logical/rational resistance

Feasibility
The client is questioning the technical
feasibility or practicality of making
everything accessible.



Logical/rational resistance

Lack of clarity
The client has received unclear
communication about the purpose,
benefits, or how it will work in the future.



Result?

Things that don't seem to be logical
or rational result in confusion.



Psychological/emotional resistance

Fear of the unknown
The client may never admit to this, but
they, or their employees, may fear the
uncertainty that comes with a change in
the way of work.



Psychological/emotional resistance

Threat to ego and
security
People might feel that the changes
threaten their sense of security, identity or
self-importance.



Psychological/emotional resistance

Mistrust
It might be an internal issue. A lack of trust
in the management or organizational
leadership can make employees skeptical.
This is where clients may appear
enthusiastic at first, but later back out.



Psychological/emotional resistance

Emotional response
You will hear clients say: People have
strong reactions to this subject. We need
more time to smooth things out internally.



Result?

Not knowing enough leads to strong
feelings of uncertainty.



Sociological/political resistance

Impact on status or
power
Similar to the threat to ego, but triggered
by external factors. Happens when people
perceive negative effects on their status,
power or control within the organization.



Sociological/political resistance

Protecting routines and
teams
The client may resist because of the impact
change might have on their teams. Maybe
something changed recently, and they’re
hesitant to do it again.



Sociological/political resistance

Lack of buy-in
Also one of the reasons a client may
appear enthusiastic at first, but becomes
hesitant later. They might have trouble
gaining internal support and buy-in from
key stakeholders.



Sociological/political resistance

Cultural challenges
They may be a misalignment with the
existing organizational culture. Your client
may well be the only advocate for
accessibility. Plus, when you’re working
with international clients, this might be a
broader issue.



Result?

This type of blowback shakes your
client's firm ground.



Help them change
Become their low key change agent.



Change models
Lewin's 3-Stage Model of Change
McKinsey's 7-S model
Nudge Theory
ADKAR Change Management Model
Kühler-Ross Change Curve
Bridges’ Transition Model
Satir Change Model
Kotter’s Theory
Maurer 3 Levels of Resistance and Change



Maurer
I don't get it

I don't understand the purpose of accessibility and
how to do it anyway.

Logical/rational resistance

I don't like it
It's just going to be tons of work, I need to change a

lot, and it takes forever.

Psychological/emotional resistance

I don't like you
I don't trust you, you’re just as commercial as

everyone. 

Sociological/political resistance



Turning resistance into support

You have your creativity at your
disposal.



Level 1 - make your case

Why
Make sure the client knows why accessibility is

needed. Put the why before the how.

Language
Explain in a language your audience understands.
They're not accessibility specialists. Some things

that are logical to you may be lost on them.

Multiple ways
People take in information in different ways.

Hearing, seeing, and conversations. Bring variety in
your communication channels.



Level 2 - Remove fear, increase excitement

What's in it for them
People need to believe that making services or

products accessible serves them in some way. On
a personal level as well as on a business level.

Engage
People tend to support things they helped

building. So give them the opportunity to engage.

Honesty
Be honest also about downsides. Stop rumors

from spreading. If you don't know, say so.



Level 3 - Rebuild

Take the blame
If the relationship is damaged, take the blame,

take responsibility. This is about your relationship
with the client, but also your client's relationship in

their organization.

Commit
Demonstrate that you are trustworthy. This is

about your relationship with your client, but also
your client’s relationship in their organization. 

Consider
Take note of what the resisting people are saying.
Admit that you may have been wrong and you’re

considering their ideas (open up for sharing these).



Another approach

Use your influence.



Energy Style Behavior

Push
Persuading

Proposing
Reasoning

Asserting
Evaluating

Stating
Pressure

Pull
Bridging

Involving
Listening
Disclosing

Attracting
Finding common

ground
Sharing visions

There's more than one
way to influence
decisions and opinions.

Influence



So, dealing
with client
resistance?

Find out what the real problem is

Make a plan (if really worth it)

Help your client convince

stakeholders

Use change management or

influence models to help you with

this.



The arguments

Use the right arguments as a
vehicle for your change efforts.



All the reasons
Better experience for all users
Higher revenue
Saving costs
Influence on SEO, higher reach
Better findability in AI/Deep Search
Robust and sustainable products
Comply with legislation
Crush the competition 



Reason 1

Better experience for all users



Source: Sketchplanations

The phenomenon that when you
design based on the specific needs
of someone with a disability...

...it is appreciated by more than just
the target group!

Curb-cut effect

https://sketchplanations.com/the-curb-cut-effect


Reason 2

Higher revenue



Higher turnover

Accessible websites
lead to loyal
customers who
spend more.



Reason 3

Saving costs



Saving costs

Better findability
results in at least
15% fewer
customer service
inquiries.



Reason 4

Influence on SEO
Higher reach



Tools

It's for a reason
that Google and
Screaming Frog
have Accessibility
tabs.



Reason 5

Better findability in AI/Deep search



Can you explain in detail how you read websites, how having a fully
accessible website helps you (ChatGPT), and how it compares to how a

search engine like Google works? Do you also render a website?

AI/Deep Search

Reads the raw
HTML/code and
tries to make sense
of it.



Reason 6

Robust and sustainable products



Design system

https://design-system.service.gov.uk/

Having rules and
guidelines for code
and design helps in
the future.

https://design-system.service.gov.uk/


Reason 7

Comply with legislation



Prevent costly
lawsuits

Article source

In most EU
countries, fines will
be given.

https://www.servimedia.es/noticias/audiencia-nacional-confirma-una-multa-90000-euros-vueling-no-tener-una-web-accesible/1410121065


Reason 8

Crush the competition



Just do it

Image source

If they don't take
these reasons
seriously, you have
a BIG opportunity.

https://webaim.org/projects/million/




This is how we do it

We take a client by the hand and do
whatever they need to get
convinced.



Resulting efforts

Review videos Webinars Blog posts Knowledge base

Personal calls Whitepapers Events



“But, I still want to know what we
gain from putting all this effort in. 

Do you have numbers, cases,
proof?”



Research
Well, it’s super scarce.



Click-Away Pound Survey
(2019)

https://www.clickawaypound.com/

 7.15 million disabled internet users in
the UK have access needs
The online spending power of people with
access needs in the UK is now £24.8
billion 
Percentage of disabled people with
access needs who say they ‘click away’
from a site with barriers = 69%
Percentage of users with access needs
who limit their shopping to sites they
know are barrier-free = 83%



Accessible sites see 23% more visitors
More accessible sites rank for 27% more
Terms

Why Accessibility
Matters More Than Ever
for SEO Performance

https://urlr.me/NHbzs5



Wouldn't it be great to
set up your own business

case?



Setup

Go to your clients Analytics tool
(ask for access/data) and set a
baseline for:

Organic Search traffic on homepage, average in
the past few months
Conversion rates like: 

Number of forms sent versus bounce/drop
Number of accounts successfully registered
versus bounce/drop
Successful shopping cart processing versus
bounce



Setup

Once you have the numbers you
need, make a prognosis. What
could the numbers look like
after making the steps fully
accessible:

What if after 3 months organic search on
homepage is 5-10-20% higher?
What if conversion rates on the mentioned
processes are 1-2-5% higher?
What if you got 5% less phone calls or mails?



Well, that's it

You can now use change

management models to convince

your clients

You have plenty of arguments

You have inspiration for helpful

methods

You know how to set up a

business case for yourself.



If you need our help, we’re here.
www.accessibilitydesk.com or auto-
translate www.digitaaltoegankelijk.nl

Find us: we@digitaaltoegankelijk.nl



Questions?
I will take those now, thank you!



Digitaal 
Toegankelijk 
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