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Introduction
The European Blind Union (EBU) welcomes the opportunity to respond to the European Commission consultation on a European Accessibility Act. The accessibility of goods and services is a major issue for blind and partially sighted people, so we welcome the intention of the European Commission to publish a European Accessibility Act. We hope that our contribution will provide useful input and assist the Commission in shaping the future act. 

We regret that the consultation was only available in English. If it had been translated into other EU languages, it would have enabled many more blind and partially sighted people to participate in the consultation on an individual basis.
I. Questions common to all respondents 


Current situation in Member States

Question 29: Please provide your general assessment of the accessibility in your country in the areas of built environment, transport and ICT? 
Accessibility of the built environment, transport and ICT varies greatly from one EU country to the next. Some countries have introduced national legislation to address accessibility issues, which means that there is growing market fragmentation in all three areas. We from the European Blind Union believe that it is high time to address the accessibility of goods and services at EU level through comprehensive EU legislation to ensure that EU citizens, including blind and partially sighted citizens, are able to fully participate in society, on an equal footing with their non-disabled peers. The future European Accessibility Act should therefore ensure that blind and partially sighted citizens have access to a wide choice of affordable accessible goods and services, including in but not limited to transport, the built environment and ICT.
Question 30: Please provide your opinion on the accessibility legislation in your country in terms of its scope and efficiency?
Not applicable - see individual EBU members' responses.
Content of possible measures 
Question 31:  What are the most important goods and services that should be covered by accessibility legislation in order to ensure their accessibility?
We believe that the objective of accessibility is to facilitate reaching a service, environment, goods or services and to complete a desired goal or objective. Accessibility is the degree to which usability is affected by functional limitation or capability.

All goods and services should be tested to ensure that they are ‘fit for purpose’ for the intended function. At present, few goods and services are tested by their developers to prove that they are usable by disabled people. Introducing a requirement for goods and services to be practically usable by a range of disabled people would encourage developers to engage with the full range of customers who could potentially buy their product or service.

We believe that the key principles that need to be taken into account when determining which goods and services have to be accessible are as follows:

· Independent living: goods and services that enable blind and partially sighted people to lead an independent life.

· Participation: goods and services that enable blind and partially sighted people to participate in society on an equal footing with their non-disabled peers.

· Choice and affordability: the failure of the market to deliver accessible goods and services has led to a situation where blind and partially sighted people have to purchase specialist products, which when they are available at all are by and large far more expensive than mainstream products. Another consequence is that unlike their non-disabled peers, disabled people rarely have a choice between a range of products. 
We believe it would almost be impossible, and indeed unhelpful, to make a definite list of goods and services that should be made accessible as a matter of priority. First and foremost, it is difficult to prioritise goods and services because the need and desire to access particular goods and services will vary among disabled people as it would among non-disabled people. Furthermore, listing goods and services today would mechanically exclude those products that have not reached the market. Yet there is no doubt that some of those products may well become tomorrow’s ‘must have’ products – the same reasoning would apply to services. In order to respond to this question, we therefore carefully identified a series of areas/sectors that we believe should be included in the scope of a future European Accessibility Act. We identified current barriers to access and provided a breakdown of the components that need to be accessible within each of those areas or sectors.
Each of the three sectors mentioned in the European Commission’s background paper to this consultation (namely ICT, transport and the built environment) respectively encompass a vast array of goods and services – many of which are intertwined. In addition, there are goods and services that are really important in terms of accessibility, yet may not be easily 'included' within either of those categories. 

It is important to stress that the accessibility of particular goods or services is likely to be entirely dependent on the accessibility of another. For example, in order to access goods or a service a disabled person may need to access information about the goods/service; be able to leave their home; access the pedestrian environment to a transport stop; access the transport vehicle; access premises where the goods/service can be purchased, then within the premises communicate with service providers; obtain the specific goods or services; access information on how to use it; access the functions, controls, and so on. Respecting the principle of universal design will make everyday activities simpler through the development of products, services and environments which most people will find easier to use with no additional effort. This combined with developments in products and services standardisation should be an essential principle for achieving full mainstreaming of accessibility for all.  

Access to goods and services therefore requires a seamless chain of accessibility and our response should be interpreted as a description of the ‘absolute minimum’ that the future European Accessibility Act should cover within its scope. We would like to stress that it is also essential that the European Accessibility Act contains provisions to ensure that it is ‘future-proof’ and does not therefore act as an artificial cap on innovation by preventing the future delivery of accessible goods and services to the market.
1 - Access to information: A prerequisite

Access to information is an overarching issue, and a prerequisite for all goods and services. Without access to information, blind and partially sighted people are not able to access goods and services, they may not even know that these are available; so it is of paramount importance to address this issue as a matter of course. We believe that the future act should make access to information mandatory and ensure that manufacturers and service providers comply with this requirement in a consistent manner. 

To be able to purchase goods and services, people first have to be aware that those products and services exist. Unfortunately, information about products and services is often delivered using a visual interface, on billboards, posters, flyers, leaflets and magazines which are either not accessible or not easily accessible for blind and partially sighted people because such information is delivered in small print, poor colour and tonal contrast, or using text over pictures. When information about goods and services is provided on television, the message is rarely clearly conveyed in speech – there is overreliance on images and key information (what is often described as the ‘small print’) may only be given in visual form or with limited audio confirmation.

Access to information about any goods and services is absolutely essential if one wants to enable a well-functioning market of accessible goods and services, including online services. Alternative formats such as Braille, audio or large print should be made available as a matter of course, websites and mobile phone applications should be designed accessibly, so that people with sight loss can access them using assistive technology such as text-to-speech software (e.g. JAWS) or screen magnification software. The European Blind Union has long been campaigning
 for binding EU legislation to ensure that public websites and websites providing basic services to citizens are fully accessible, so we look forward to the introduction of new provisions in this area, as outlined by the European Commission in the Digital Agenda for Europe
. However there is a need to access information on commercial websites too – this should be addressed by the European Accessibility Act.

It is also fundamentally important to ensure that there is access to information on how to operate a particular product or use a particular service, including from a safety point of view, and to have access to information on how to maintain or repair products and so on.
Another key element that underpins the above is accessible customer service and customer care; there should be clarity as to where customers can access customer service and information about this should of course be delivered in accessible formats. In addition, it is essential that staff are appropriately trained in order to be able to meet the specific needs of customers with disabilities. Without such training, some staff may not feel comfortable or equipped to interact with customers with disabilities and as a result, the latter will experience poor customer service. In a physical environment such as a shop, blind and partially sighted people may not be able to find someone to assist when they walk in. They may not know where the customer service area is as its location is not consistent across different shops - though it is usually too far away from the entrance. Sometimes there is no one at the customer service desk when people walk up to it so they don’t know where else to go for more help. Untrained staff rarely approach blind and partially sighted people to offer help, or are unable to provide appropriate assistance. 

2 - Access to transport and travel

Access to transport plays a major role in one’s ability to lead an independent life. Journeys do range from fairly simple (e.g. going to a local shop from home) to very complex (e.g. taking a flight to another country to go on holiday). Once access to information has been obtained, a journey will usually involve a combination of separate stages or steps. We have outlined below the challenges that must be overcome to truly ensure access to transport and travel. 
Step 1: purchasing a ticket
Ticket offices and self-service ticket machines are often inaccessible due to their design. Blind and partially sighted individuals may also find it difficult to locate them. Self-service terminals are often totally inaccessible to blind and partially sighted people as they are largely based on ‘touch screen’ technology, without audio output. In addition, where information can be printed out it is often inaccessible (small print, poor contrast, etc.) – this also apply to till receipts.
Step 2: accessing and boarding the chosen mode of transport
Accessing a chosen mode of transport may involve any or several of the following steps, and any gap in terms of accessibility need to be covered by the future act: getting a car or a taxi; catching a bus from a bus/tram stop or from a bus/tram station; catching a tube from a tube station; catching a ferry or a boat from a terminal; catching a train from a terminating train station or from a through train station; catching a plane from an airport, etc.
Stations and airports might be external structures or have an external part to them (e.g. a train ticket office is in a building whereas the platforms are outside) – this complicates matters. 
Catching a bus from a bus stop and a bus station are very different experiences, which entail different challenges for blind and partially sighted people. A bus station is larger and will have a number of bus stops within it, increasing the chances of going to the wrong stop.  However, bus stations are likely to be staffed and therefore the likelihood of getting assistance is greater than at a bus stop. A bus station is also likely to be a closed/controlled environment whereas a bus stop isn’t. The accessibility of both has to be taken into account. There are similar differences in terms of catching a train from a terminating station or from a through train station. A terminating train station is likely to be bigger (although this is not always the case) which makes navigation around it more difficult. It is likely to have more trains using it and therefore the chances of catching the wrong train are increased. However, a terminating train station usually has staff so people are more likely to be available to provide assistance. Again, the accessibility of both types of journeys in terms of catching a train would have to be taken into account.
An example of a further breakdown of a journey stage (catching a bus from a bus stop) is detailed below, in order to highlight the need to address the accessibility of each of those sub-steps.
When a visually impaired person arrives at a stop, he/she needs to orientate himself/herself around the stop, determine the availability of information and confirm the stop is the one needed. To catch a bus, he/she needs to determine the expected time of arrival of the bus, find out if the next bus is the one that is needed, flag down the correct bus (if at a ‘request’ stop) and navigate to the entrance to get on the bus.
Step 3: knowing where and when to stop
This is challenging for blind and partially sighted people when there are no audible announcement for the stop. If there is no or little information provided, and no assistance, the whole experience will be inaccessible as the individual will be unable to travel independently from A to B.

Access to transport and travel also requires access to transport services such as purchasing a ticket, accessing customer service, accessing information about means of transport, accessing timetables, accessing information, including live information about a transport network. Each of these steps has to be accessible to ensure a barrier-free experience for disabled people. 
We would also like to stress the importance of further strengthening current EU passenger rights legislation in all modes of transport, and of addressing the issue of silent cars as these constitute a substantial additional risk to the safety of pedestrians with sight loss.
3 - Accessibility of shopping/retail experience
Shopping should be accessible to all, whether the retail experience takes place in a shop, or online - and cover all types of goods and services.
In shops, entrance areas are often poorly designed, with poor signage, poor lighting, and there are no markers on glass doors. There is a lack of colour distinction between floors, walls and doors, and there are often trip hazards such as free standing displays in the way. 
When blind and partially sighted people are in a shop, they are not able to see the products on display or the special offers. For those using a guide dog, it may be difficult to push a trolley while holding on to the dog and trying to select food or other items. 

Packaging and labelling of products is by and large inaccessible – current EU legislation on food information is wholly inadequate and does not address the needs of blind and partially sighted people; this is why EBU gave its full support to Written Declaration 14/2011
, asking the European Commission to take action on this matter. We are pleased that the Written Declaration gained unprecedented support from the European Parliament, but disappointed to see that the European Commission has to date failed to respond with adequate measures. Access to information is impeded by, inter alia, small print, poor colour contrast, absence of Braille marking, use of shiny labels, etc. In addition, shelf edge labelling is not accessible either - it is usually in small print, only provides limited information and is not always in the correct place. 

At the till, there are further challenges: putting purchase items onto the belt, packing shopping, and paying. Blind and partially sighted people are unable to see the total price, so they need to have this clearly stated to them. They are also unable to spot errors as they can’t check receipts of goods purchased to make sure offers have been deducted or products have been correctly charged. In addition, payment systems can be a further challenge as there is no constancy with regards to where the pin machines are placed, or how the keypads are designed (see section on e-payments below). 
The above description of the many challenges that people with sight loss have to overcome to be able to shop gives an understanding of what issues the European Accessibility Act should address in this context.

It is important to stress that the need for accessibility also applies to online shopping, so we believe that web accessibility should be addressed in the context of e-commerce. According to Eurostat,
 between 2004 and 2010 the percentage of individuals who made an online purchase of a good or a service for private use in the past year rose from 20% to 40%.
According to the European Commission
, e-commerce brings considerable advantages to consumers in terms of price and choice. The Commission argues that there are "savings to be made in 13 out of 15 products categories (…) if products are bought from online shops in a country rather than from offline shops". It goes on to say that in a typical shopping trip
, consumers have at least double the selection when shopping domestically online rather than offline. If they shop online across the EU they may have up to 16 times more products to choose from. 

The European Commission estimates that, in goods alone
, current consumer gains from e-commerce in terms of lower online prices and wider choice are "around €11.7 billion, an amount equivalent to 0.12% of EU GDP. If e-commerce were to grow to 15% of the total retail sector and Single Market barriers were eliminated, consumer gains are estimated to be around €204 billion, an amount equivalent with 1.7% of EU GDP
." We believe that blind and partially sighted consumers should also benefit from such gains.
Research findings in the UK also demonstrate that customers buy more from businesses when they are shopping online, where choice is greater
. Even in periods of poor consumer spending on the high street, online retail sales have been shown to continue to attract consumers. Accessible websites would therefore help a whole range of products and services reach disabled customers, and this in turn would have a positive impact on the European economy.

If you have limited mobility as well as sight loss then having your shopping delivered to your door is an invaluable service. However it is essential that the shopping experience is accessible from the beginning to the end of the online customer journey. This includes essential steps such as checking out your basket and paying with your debit or credit card. Unfortunately, many companies implement a security step '3D Secure' or similar features causing serious accessibility issues (see section on e-payments below). So it is not uncommon for a supermarket website to be perfectly accessible up to that point, leaving users with sight loss unable to get through the security process and ultimately unable to purchase their goods. This shows just how essential it is that the banking industry also understands the need for accessible security features.

4 - Access to money and financial services 
Access to money and financial services plays a major part in one’s ability to lead an independent life – yet this access is often denied to those with sight loss. We highlight below some of the barriers that must be removed and addressed by the European Accessibility Act.

Cash machines (automatic teller machines or ATMs) are often inaccessible because due to the inconsistent layout of keypads, the size and style of the key lettering, colour and contrast, the fact that there is no audio output and poor general functionality.  In addition, the receipts generated are in small print and difficult to read.
Internet banking, statements and information about mortgages, loans, savings accounts and investment advice are often inaccessible to those with sight loss. The provision of alternative formats such as Braille, audio or large print is inadequate and banks’ websites are not always accessible to those who use assistive technology. The same apply to information in letters – it is inaccessible to those with sight loss if not available in alternative formats. 

Information about pin numbers is often produced in small feint print on translucent paper making them extremely difficult for those with sight loss to access. 
E-payments allow people to make payments without physical cash. An e-payment could involve paying for goods or services online, through a bank card using a 'Chip and PIN' machine, through a mobile phone or at a self-service kiosk. Currently none of these methods are completely accessible to blind and partially sighted people – this must be addressed. 

Online e-payments involve the use of a bank card (prepaid, credit or debit) or an online payment account. The use of a bank card presents the user with the first barrier, and it also carries significant personal identity risk. Given that the card details (long card number, expiry date and CVC number) are only available in print, a blind or partially sighted person has to rely on coping strategies in order to get the information in the first place. This is likely to involve getting a friend, family member or a trusted individual to read out the information on the card whilst the card holder records it in an accessible format. Banks routinely advise customers against giving a card to another individual but blind and partially sighted people do not have another option if they want to make use of the competitive prices found on the internet. To make an e-payment online, customers are required to input their card details into the online retailer's website. At this point, the blind or partially sighted person may then be presented with an additional barrier if the retailer has enabled the 3D secure mechanism (Verified by Visa, Mastercard Secure Code or American Express Safe Key). The 3D secure page can be displayed in several ways, but unless the blind and partially sighted person has advanced access technology skills in order to deal with inaccessible web pages, the 3D secure is inaccessible and blocks the blind or partially sighted person from completing the transaction
. 

Another type of e-payment which presents barriers for blind and partially sighted people is a payment made using a 'Chip and PIN' terminal. These can be found in all retail shops and in self-service kiosks. Whilst open standards exist regarding the layout of the keypad, there are several standards in place which means the configuration of buttons can change from terminal to terminal. In addition to this, there are Chip and PIN terminals which do not have the recognised tactile symbols for 'enter', 'clear' and 'cancel' buttons. The combination of these issues makes using a Chip and PIN terminal very difficult, if not impossible to use independently. Finally, none of the Chip and PIN terminals provides accessible confirmation of the amount being charged. They only display the amount on screen and this is inaccessible to blind and partially sighted people. As such they have to place trust in the person taking the money; they have to trust that others have entered the amount in correctly and have not taken additional money, either maliciously or by accident. 

Another type of e-payment relies on the use of a mobile phone to pay someone via an app or via contactless technology (Near Field Communication). This is an emerging solution, which provides the greatest potential for an accessible e-payment solution if the phone is accessible. This is because the user could have greater control and independence over their money as they would be able to know how much they are going to pay in advance, have confirmation of payment and access to their current balance. However these solutions are not currently available on accessible phones. Again blind and partially sighted people are being locked out of solutions because of accessibility barriers with current technology.

5 - Built environment 
This section covers internal built environment (e.g. premises such as a block of flats, a shopping centre, a train station, etc.), which usually has specific entrance and exit points and external built environment (e.g. pavements, streets, etc.). Walking in/trough an internal or external built environment with sight loss is very challenging - walking is usually the journey stage which binds other journeys together; it is also the journey where there is the least amount of information or assistance to help an individual. To find your way around as a blind or partially sighted person you need to be able to get information and use it, orientate and navigate within the environment, as well as find the entrance and exit information where required.

For external built environment to be fully accessible it is essential to ensure that pavements and surfaces are designed accessibly. This should include, for example, bluster warning texture on dropped kerbs and accessible road crossings with warning texture and audible warning systems. Unfortunately, the accessibility of external built environment varies considerably across the EU. Narrow and poorly maintained pavements and obstructions make some areas difficult to negotiate for disabled people. New and refurbished environments may also create access problems, for instance the trend for 'shared surface streets' where there is no discernible footway/pavement and sometimes no controlled crossings, has been criticised by many of our members as they increase risks to personal safety.
For internal built environment to be fully accessible, it is essential to ensure that the entrance of a building is easy to recognise and access, with appropriate lighting outside and marking on doors and stairs. Inside a building, attention should be paid to lighting and signage. Print signage should use a simple font (e.g. Arial), good colour contrast, with appropriate use of capitalisation - there should also be Braille signage. Floor surfaces should be marked appropriately; there should be sufficient colour contrast so that doors and fixtures are easily identifiable and furniture should not create unnecessary obstacles and trip hazards. Lifts should also be fully accessible, with Braille marking on raised call buttons, audible announcements, and so on. 
6 - Access to culture, entertainment, education and citizenship 

We believe in a right to generic access to content, regardless of the platform used to deliver it. We therefore believe that access to culture, entertainment, education and citizenship should be covered by the future act in a comprehensive fashion. 

Even in the wealthiest book markets in Europe, only a mere 5 per cent of published titles find their way into any accessible format (such as audio, Braille or large print) every year and most of this accessible material is provided under the exception rule, not by publishers. This puts a burden on specialised agencies, or indeed on the taxpayer is some countries, to provide additional titles in accessible formats
 and explains the need for copyright exceptions for disabled people so that the legally-acquired content converted into accessible format is made available to user groups without limitations and territorial barriers.
As libraries in the EU develop their digital services, it is essential that the e-books and other digital publications and information services they provide for the public are accessible to disabled people. This can be most easily achieved if the e-publications are designed in conformance with the International Digital Publishing Forum EPUB Standard format which permits interoperability between different reading devices and a range of accessibility features designed to meet specific needs, e.g. font enlargement, text to speech output, different languages etc. This would not only improve access to library services for print disabled people but it would also help to increase the market for accessible mainstream publications as more people become more aware of them. Given demographic trends in the EU and the correlation between age and the prevalence of sight loss, this market will represent an increasing percentage of the total market and a missed opportunity if it is not addressed.

We are also concerned that education is not fully accessible to blind and partially sighted people. Access to educational material is not fully accessible either, and is also increasingly delivered by digital means, so there is a need to ensure that all educational material is provided in an accessible manner. In addition, we would like the act to ensure that e-learning services are fully accessible to all.
The development of ICTs and the widespread development of the internet have completely transformed the way in which information, knowledge, culture and content is disseminated. Until very recently, the prevalence of printed material made it extremely difficult for blind and severely partially sighted people to access published works. However, new technologies now enable us to envisage a world in which blind and severely partially sighted people enjoy access to a wide range of documents at the same time as sighted people and at reasonable cost. ICTs are making a fully-inclusive information society possible.

And yet new technologies may also mean higher levels of exclusion if content is created or protected in ways which put up more barriers to accessibility, or simply when content is not made available in accessible formats. We acknowledge that it is vital to ensure high levels of protection for rights holders in order to facilitate intellectual creativity but we believe that everyone, without exception, should have the right to access the fruits of such creative processes. Intellectual property legislation has meant that blind and partially sighted people specifically have been excluded from accessing content. The copyright legislative framework should not discriminate against blind and partially sighted people merely because they are unable to read printed material or because they use assistive technologies. The European Blind Union and the World Blind Union are campaigning for a WIPO
 treaty to allow specialist organisations to make accessible copies of books in all signatory countries and make it legal to send accessible books across national borders.

7 - Access to ICT

According to the US Access Board’s Draft Information and Communication Technology (ICT) Standards and Guidelines, “ICT includes, but is not limited to: electronic content, including email, electronic documents and Internet and intranet web sites; telecommunications products, including video communication terminals; computers and ancillary equipment, including external hard drives; software, including operating systems and applications; information kiosks and transaction machines; videos; information technology (IT) services; and multifunction office machines that copy, scan and fax documents.”

The development of the information society, based on information and communication technologies (ICTs), has gone well beyond all forecast expectations in both its economic value and the breadth and speed with which it has been introduced. In an “information society”, our dependence on technology-based products and services has increased.

Faced with changes of this nature, which have an impact on all spheres of peoples’ lives, we must address a fundamental question: how should products, services and systems be designed so that they can be used by the greatest possible number of people? We do not want ICT and the information society to be a new cause of exclusion - it has to be an opportunity for inclusion. 

Information and communication technology (ICT) is wide ranging, and is part and parcel of the user interface of many goods, including household goods - or white goods – such as washing machines, microwave and standard ovens, fridges, etc. ICT is also a means by which people do what they want to do, e.g. be entertained, buy products, access services, look for information, etc. So ICT is an ‘enabler’; a way of delivering information, as well as goods and services. More example of barriers to access are outlined below.
Digital television - for blind and partially sighted people, digital television is inaccessible because the interface requires the user to be able to see menus and programme information on the television screen. To get from one programme to another, blind and partially sighted people have to either use the remote control keypad to key the channel numbers they have memorised, or alternatively use the channel up and down buttons, whereas sighted people can use the on screen guide. Research from the Royal National Institute of Blind People in the UK
 found that the best solution for blind and partially sighted people would be to provide voice output of on-screen menus and electronic programme guides. However, the market has so far failed to deliver such products.

Internet Protocol television (IPTV) and Video on Demand (VoD) - the growing market of IPTV and VoD services is almost entirely inaccessible to blind people. While some countries have quotas for the level of audio description on linearly broadcast content, these do not apply to content delivered over the internet. This situation results in audio description not being available over IP based channels even when the same content has previously been broadcast over the air with audio description. There is an associated cost to providing this feature so without a clear legislative incentive to do so there is a net disincentive for service providers in a competitive market.
Another example is mobile phones - Blind and partially sighted people have to purchase assistive technology software to access the e-communications services that non-disabled people take for granted. Purchasing an accessible mobile phone involves buying an expensive ‘smart phone’ with an operating system that can support accessibility software (such as text-to-speech or screen magnification software), or purchase an accessible off-the-shelf accessible smart phone such as an iPhone. Smart phones cost between €150 - €500, and software from €100 upwards. So for a middle-of-the-range product, the basic cost of an accessible phone will be around €500, not including contract costs. This demonstrates yet again that the market has failed to deliver accessible affordable products for disabled people and that a legislative lever is needed to address this. So, contrary to what the European Commission suggested in its Communication on the second periodic review of the scope of universal service in electronic communications networks and services of 25 September 2008
, affordability of mobile phones remains a major issue for many disabled people. In addition, the 2008 MeAC Study
 pointed out that none of the EU Member States had addressed accessibility of mobile phone equipment.
Software Packages - Despite the existence of ISO guidance on software accessibility
, many off-the-shelf software products or products developed as bespoke systems for companies are not accessible. Once these systems are in place it can be very difficult for the product to be 'retrofitted' for accessibility. Considering replacing the system if it is a main business system can be costly which is why it is important that software accessibility is considered when it is purchased initially.

Furthermore, current accessibility provisions in EU vertical legislation
 addressing ICT are patchy at best and do not provide the necessary framework to ensure equal access to electronic communications for disabled people. 

If we want persons with sight loss to enjoy equal opportunities in terms of participating in modern day society, all ICT goods, products and services must be accessible. By “all goods, services and products” we mean computers, telephones, television sets, call centres, self-service terminals (including ATMs and ticket machines), software, social media, apps, and so on. Furthermore, as mentioned above, web accessibility has become particularly important because of the exponential growth in online information and interactive services: online banking, shopping, training, e-government and e-public services, social networking. However, low levels of web and e-accessibility continue to prevent many persons with sight loss from enjoying the advantages the information society offers. 
At a time when the price of mainstream electronic devices (mobile phones, computers, etc.) is falling, lack of accessible affordable products on the market also remains a key issue for blind and partially sighted people. The cost of assistive products remains high, and often requires the use of high-end devices as these are the only one featuring the required operating systems to ensure interoperability.
8 - Household goods

Being able to access and use household goods plays a fundamental part in one’s ability to lead an independent life. Unfortunately, there is currently no obligation on manufacturers to design such products accessibly. As a result, common household goods are becoming less accessible as user interfaces are increasingly reliant on technology which cannot be operated by people with sight loss. For example, an increasing number of washing machines, microwaves, but also sound systems, digital radio, TV, etc. now rely on touch sensitive controls and/or visual displays with LCD screens to provide information about time, programmes, temperature, etc. Touch sensitive controls are totally inaccessible to blind people and it is very hard for partially sighted people to read LCD screens. This has set blind and partially sighted people back and made simple tasks such as cooking or using a washing machine far more difficult than they used to be. It is a well-known fact that older style dials with clear markings were much easier to use for people with sight loss. If accessibility requirements had been included when designing new touch sensitive controls/LCD screens, disabled people would still be able to use those goods without having to rely on others to operate them.
Therefore we believe that the future act should include the accessibility of all household goods within its scope. 
Question 32: Which are the most important policy and legal measures to improve accessibility in your opinion? 
Many manufacturers and service providers continue to perceive disabled people as a non profitable ‘niche’ market, but there is substantial evidence to support the argument that statutory requirements for inclusion deliver access solutions of wider benefit and that a regulatory framework will drive innovation for inclusion. 

In the US, for example, strong legislation in the education market and strong public procurement legislation have driven Apple to include voice access in their mobile phone and internet access products. Other global players are following in their footsteps, but many EU manufacturers are now at a commercial disadvantage as they are unable to supply off-the-shelf solutions for such markets.

Question 33: What should public authorities and market operators do to improve accessibility of goods and services?
We believe that public authorities should ensure that they include accessibility as a key criterion in technical specifications for the public procurement of goods and services. We therefore welcome the European Commission proposal to review the European public procurement directives and ensure that accessibility is indeed taken into account in all public procurement intended for use by persons, whether general public or staff of the contracting authority. 
As previously stated in our response to the European Commission Green Paper on the modernisation of EU public procurement policy
, there is robust and unquestionable evidence from the United States which demonstrates that public procurement can be a very effective lever to increase accessibility. Section 508 of the Rehabilitation Act created a level playing field and is behind major improvements in accessibility features in a wide range of ICT products. The European Union should follow suit and use public procurement as a powerful lever for change.

There are a number of other measures that governments or the EU could take to encourage providers of goods and services to design accessible solutions. In line with Article 4(f)
 of the UNCRPD, Member States could allocate research and development funds on the condition that account is taken of disabled persons' needs. 
Last, but not least, the EU could put packages in place in order to stimulate the production by industry of accessible products. An example of this is the research and development project AUDETEL, funded by the European Commission, in 1995. The project demonstrated that audio description could be transmitted via analogue television and was widely welcomed by the majority of the visually impaired television viewers who tested the product
. 
Market operators should increase their awareness of the needs that are not being met – these are opportunities for business to grow their market base. In the 2010 report ‘The Golden Economy’, for example, Age UK highlight marketing research about older people and restaurants; while one of the main groups eating out are those over 50 - who are more likely to use reading glasses - menus are usually designed by young people who use small print
. This is not an isolated example.

However, there is increasing awareness of the potential business benefits of accessible products among some market operators. In ‘The Global Business Benefits of Accessible ICT Design’, Steve Jacobs
 highlights the fact that accessible ICT products usually have a wide appeal, pointing to the fact that the access needs of blind people (e.g. speech output) are similar to those of individuals who never learned to read or that the access needs of individuals who use English as a second language are similar to those with cognitive learning disabilities, and so on.

Question 34: Could you please provide your opinion on the role that SME's could play in the provision of accessible goods and service? Should there be any specific measures to that extent?
We believe that all sectors of industry, including SMEs, can play a role in the provision of accessible goods and services. A level-playing field provided by legislation would most certainly enable SMEs to bring innovative accessible products to the market. There are many examples of SMEs delivering such products, including the following:
· Ivona: Polish company specialising in synthetic speech, now delivering solutions for customers with print disabilities: www.ivona.com
· The Alloy: successful commercial design consultancy, with a specialism in ageing and disability: www.thealloy.com
· Ocean Blue: extending the capabilities of digital television products to offer accessible solutions to manufacturers and brands: www.oceanbluesoftware.com
· Dolphin: company developing assistive software and web products to assist visually impaired and print disabled people, selling to public bodies and consumers: www.yourdolphin.com 

Question 35: Based on your experience with existing national or foreign accessibility legislation, which provisions do you consider as essential for the effectiveness and success of such legislation? In that context could you please explain how prescriptive and detailed you think accessibility legislation should be and how it should be enforced?
In order to be effective, the future EU accessibility legislation should have a clearly defined and comprehensive scope, and include an effective mechanism to ensure that it is 'future proof'. It is also necessary to ensure that there is a strong link between such legislation and existing or future accessibility standards - compliance with accessibility standards should be mandatory. 

It is equally important to ensure that there is robust enforcement of the future European Accessibility Act. We believe that enforcement of such a fundamental piece of EU legislation should therefore include collective redress, enabling NGOs and consumer groups to challenge non-compliance in all EU member states.

EBU has reviewed the different policy options outlined in the Commission's roadmap for the European Accessibility Act
. We do not believe that non-legislative options are viable options. Relying on the market to deliver accessible goods and services is a strategy that has failed. We firmly believe that EU legislative action is necessary, and that it is the only way to ensure that there is a functioning market of accessible goods and services. We believe that a general framework directive (or a package of directives) containing general obligations on manufacturers and service providers to ensure the accessibility of goods and services before their placing on the market would be helpful. It would also be useful if such an act would include a provision to ensure mandatory accessibility requirements in public procurement. The proposal to have a strong link between the act and existing or to-be-defined accessibility standards is sound, as is the suggestion to comply with a universal design approach.

Question 36: Please provide your comments about the complementary role that the EU, national, regional and local authorities could play in improving accessibility?
EU authorities should address market failure and market fragmentation through robust EU accessibility legislation to foster a well functioning internal market of accessible goods and services.
EU authorities should also fund research and innovation to ensure that new innovative accessible products and services are developed. 
EU, national, regional and local authorities should all ensure that they make full use of existing accessibility provisions in public procurement legislation; they should therefore include accessibility requirements in the technical specifications of the goods and services that they intend to procure. In addition, public authorities should ensure that their public procurement officers receive appropriate training on accessibility issues; this would help them assess tenders against accessibility criteria in technical specifications. EBU highlighted the need for such training in its response to the European Commission survey on ‘helping public authorities procure ICT based on standards’
.
Furthermore, where public authorities are locked into long term contracts that involve regular upgrades over a number of years (e.g. software or other ICT products), a mechanism should ensure that such upgrades are made according to up-to-date accessibility standards.
Lastly, we believe that public authorities should promote universal design at all levels, including when granting public subsidies to projects, activities and the provision of goods and services. Public subsidies should only be granted if the goods and services they fund are fully inclusive and accessible to all. For example, public subsidies should only be granted to make a film if the end product includes audio-description and subtitling to ensure it is accessible. 
II. Specific questions for individuals, and in particular persons with disabilities
Question 9: What are the most important goods and services that in your opinion should be covered by accessibility legislation in order to ensure their accessibility?  
See our answer to question 31 above
Question 10: What would be the impact of an increased availability of accessible goods and services in the market on the purchasing behaviour of potential customers? Could you give concrete examples?
Increased availability of accessible goods and services on the market would immediately increase choice for disabled people. At present the lack of availability of accessible products and services means that disabled people usually have no choice or very limited choice, and it also means that they are not able to benefit from a competitive pricing environment – accessible products are few and far between, and expensive. 
If mainstream manufacturers built in accessibility they would sell products to people who otherwise wouldn't buy them. For example, Apple now includes their voice over package for free on all Macs; in many cases this encourages people with a visual impairment to buy a Mac rather than a PC - the same package is provided for free on all mainstream Apple products, e.g. iPhone, iPad and iPod Touch devices. Likewise many products designed with accessibility considerations in mind go on to have widespread appeal. For example, the inventor of the Blackberry had deaf parents who he wanted to contact using mobile technology, likewise the British Telecom ‘Big Button’ telephone was designed as a ‘niche’ product, yet it became one of their best selling products, demonstrating that accessible products have a much wider appeal than usually anticipated.
The EU’s demographics alone highlight the market potential of Design for All products. Forecasts indicate that older people will be in the majority in EU countries by the year 2025. According to Eurostat
, the share of those aged 80 years or above in the EU-27 population is projected to almost triple between 2010 and 2060.  An increasingly ageing population will mean that more and more people will live longer and experience disability at some stage in their lives so inclusive design is an issue that must be addressed by the European Union in order to ensure an inclusive society for all in the future.

***
The European Blind Union (EBU) is a non-governmental, non profit making European organisation founded in 1984. It is one of the six regional bodies of the World Blind Union, and it promotes the interests of blind people and people with low vision in Europe. It currently operates within a network of 45 national members including organisations from all 27 European Union member states, candidate nations and other major countries in geographical Europe.

Our Interest Representative Register ID is 42378755934-87
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For further information or clarification on this paper, please contact Carine Marzin in the first instance. Email: carine.marzin@rnib.org.uk - Tel: +44 207 391 2087
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� Inaccessible websites: Time to Act! See EBU website for information about the campaign: � HYPERLINK "http://www.euroblind.org/working-areas/access-to-information/nr/397" ��http://www.euroblind.org/working-areas/access-to-information/nr/397�


� See Digital Agenda for Europe - Action 64: 'Ensure the accessibility of public sector websites' � HYPERLINK "http://bit.ly/y0xc3R" ��http://bit.ly/y0xc3R�


� Written Declaration 14/2011 on a voluntary system of labelling in Braille format on the packaging of industrial products was adopted on 23 June 2011 by 447 MEPs


� Information society statistics (2011)


� Commission Staff Working Paper 'Bringing e-commerce benefits to consumers' accompanying the 2011 Communication on 'A coherent framework to boost confidence in the Digital Single Market of e-commerce and other online services'


� A 'shopping trip' involves visits to five online and five offline shops and searching for similar goods


� This excludes services, such buying flights, hotel accommodation, etc., which are a considerable part of ecommerce


� Civic Consulting (2011). "Consumer market study on the functioning of e-commerce". This is based on a sample of frequent online shoppers


� UK Online Centres report "Economic Benefits of Digital Inclusion: Building the Evidence"  �HYPERLINK http://research.gmdda.org.uk/2008/05/06/economic-benefits-of-digital-inclusion-building-the-evidence-2008/ ��http://research.gmdda.org.uk/2008/05/06/economic-benefits-of-digital-inclusion-building-the-evidence-2008/�


� The Royal National Institute of Blind People in the UK has approached the providers of 3D secure systems to discuss the accessibility barriers outlined above, unfortunately each party in the 3D secure delivery chain say that it is not their responsibility to address this issue.


� In the UK, for instance, the Royal National Institute of Blind People is only able to publish 400 titles in accessible format a year, compared with the 200,000 published in print. 


� World Intellectual Property Organisation (WIPO)


� U.S. Access Board. 2010. Draft Information and Communication Technology (ICT) Standards and Guidelines. Washington, DC: U.S. � HYPERLINK "http://www.access-board.gov/sec508/refresh/draft-rule.html" �http://www.access-board.gov/sec508/refresh/draft-rule.html�  


� The Royal National Institute of Blind People (RNIB) - Internal report


� � HYPERLINK "http://eur-lex.europa.eu/LexUriServ/LexUriServ.do?uri=CELEX:52008DC0572:EN:HTML" ��http://eur-lex.europa.eu/LexUriServ/LexUriServ.do?uri=CELEX:52008DC0572:EN:HTML� 


� Measuring Progress of E-Accessibility in Europe, October 2007


� HYPERLINK "http://ec.europa.eu/information_society/activities/einclusion/library/studies/meac_study/index_en.htm" ��http://ec.europa.eu/information_society/activities/einclusion/library/studies/meac_study/index_en.htm�


� ISO 9241-171


� For example: Radio and Telecommunications Terminal Equipment (RTT&E) directive. � HYPERLINK "http://ec.europa.eu/enterprise/sectors/rtte/index_en.htm" ��http://ec.europa.eu/enterprise/sectors/rtte/index_en.htm� 


�� HYPERLINK "http://bit.ly/mBnrRV" ��http://bit.ly/mBnrRV� 


� This article requires State Parties ‘to undertake or promote research and development of universally designed goods, services, equipment and facilities.


� Royal National Institute of Blind People Audetel Work Package 14.2 Report, March 1995. The UK TV broadcasting industry, equipment manufacturers and disability organisations worked together to produce prototype receivers. Today, a number of set top boxes are available on the open market in the UK and audio description is also available as part of the government’s scheme for digital switchover.


� Patrick Dixon (2008) ‘Marketing to Older Consumers’


� . �HYPERLINK http://apps4android.org/Business_Case_Whitepaper.doc ��http://apps4android.org/Business_Case_Whitepaper.doc�


� � HYPERLINK "http://ec.europa.eu/governance/impact/planned_ia/docs/2012_just_025_european_accessibiliy_act_en.pdf" ��http://ec.europa.eu/governance/impact/planned_ia/docs/2012_just_025_european_accessibiliy_act_en.pdf� 


� See our response on the EBU website: � HYPERLINK "http://bit.ly/yIISVJ" �http://bit.ly/yIISVJ� 


� � HYPERLINK "http://epp.eurostat.ec.europa.eu/statistics_explained/index.php/Population_structure_and_ageing" �http://epp.eurostat.ec.europa.eu/statistics_explained/index.php/Population_structure_and_ageing� 
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