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Identify barriers that prevent people from finding, understanding or using your service. Plan respectful assistance, workable communication options and accountable changes. Produce an access review and action plan tied to the customer journey, standards and procedures already developed.
Who this module is for
Business owners, service managers and leaders responsible for customer access across physical and digital channels. Bring the Module 02 journey map, Module 03 charter and Module 06 procedures. Involve people who use the service and those able to change it.
Learning outcomes
Examine access across the whole customer task rather than a single contact.
Ask about assistance and communication preferences without stereotyping.
Record a barrier, immediate support and a longer-term correction separately.
Plan user involvement and appropriate specialist checks.
Assign owners, evidence and review points for access improvements.
Your finished output
Complete a barrier register, an assistance pathway and an access action plan. Begin with one important journey, including how someone raises a concern or obtains help when the normal route is difficult.
Scope
Accessibility is part of service design and delivery. The Australian Human Rights Commission provides business guidance on disability access and relevant legal obligations. Confirm the requirements applying to your services, premises and operating jurisdictions. This practical module does not provide a legal compliance assessment, building inspection or digital conformance audit. [1]
All Harbour Home Repairs examples are fictional. The review checklist is a starting point for investigation and does not demonstrate that a service is accessible to everyone.


Review the whole customer task
	Journey stage
	Barrier to investigate
	Useful check

	Find information
	Service details are available only as an image or difficult document.
	Can people obtain the important information in a usable format?

	Make contact
	Only one communication route is offered.
	Can the person use a suitable route and reach someone able to help?

	Understand and decide
	Dense wording or unexplained terms hide the next step.
	Can the person find the options and understand the action required?

	Attend or use the service
	Entry, seating, queues or service arrangements create a barrier.
	Examine the actual route and obtain suitable premises advice where needed.

	Receive updates or complain
	Support disappears after a handover or when a problem occurs.
	Are agreed communication needs retained and the review route usable?



Consider different circumstances
Customers may face disability-related barriers, temporary injury, language or literacy needs, limited connectivity or unfamiliarity with a process. These circumstances can overlap. Ask what would help the person complete the task rather than inferring a preference from age, appearance or a label.
Separate service options from individual assistance
A generally usable service reduces the need to request help. Individual assistance addresses a particular situation. Both can be needed. Record a recurring barrier for correction even when a staff member successfully helps one person around it.
Include people missing from your evidence
Feedback from people who completed an online form may exclude those unable to use it. Ask how the business can hear from people who abandoned the route or needed another person’s help. Record who was involved and which experiences remain untested.


Provide respectful assistance and continuity
Ask and listen
Speak to the customer directly and ask whether assistance would help. Let the person explain their preferred method. Confirm the practical request and available options without asking for unnecessary personal details. The Commission’s guidance supports asking before helping and avoiding assumptions. [1]
Agree the next step
Explain what the business can arrange, who will act and when the customer will hear again. If the person’s preferred option cannot be arranged immediately, keep ownership while the relevant decision maker considers a workable response. Do not turn an internal limit into an automatic refusal without appropriate review.
Respect the customer and their supporter
A customer may involve an interpreter, support person or another communication aid. Check how they want the conversation handled and follow the business’s applicable consent, identity and confidentiality arrangements. Assistance must not become an assumption that someone else may make decisions for the customer.
Carry agreed support through the journey
With the appropriate permission, record the practical communication arrangement needed for the task and pass it to the receiving owner. Avoid making the customer repeatedly explain the same need. Keep access restricted to people who require the information to deliver the service.
Prepare staff and cover
Maintain current instructions for available assistance routes and the role able to resolve a barrier. Practise how to handle a request during an absence or system outage. Do not publish an assistance option that no monitored team can deliver.
Use clear information
Present the main answer and next action in plain language. Check understanding appropriately and offer another explanation or format when needed. For digital information, include accessibility in design and testing; staff courtesy alone cannot fix an unusable form.


Read a fictional access improvement case
The barrier
A Harbour Home Repairs customer requests repair updates by email in plain text because image-only messages are difficult for them to use. The job record contains an image attachment, and the adviser proposes a phone call without checking whether that option suits the customer.
Immediate service response
The adviser asks what format would help. The customer confirms that a plain-text email covering status, next action and the update point would work. The adviser follows the normal identity and confidentiality process, sends the information in that format and records the agreed communication arrangement for the job.
Keep the underlying issue open
The service manager records that the template relied on an image for important information. A successful assisted interaction does not show the original template is usable. The template owner changes the content so the key information is available as text, then tests the revised route.
	Action
	Owner
	Evidence and limit

	Provide the agreed update format
	Job owner
	Record the sent update and customer response. Applies to this request.

	Retain the arrangement at handover
	Sending and receiving owners
	Accepted handover contains the relevant communication instruction.

	Correct the recurring template barrier
	Template owner
	Test the changed message with relevant users and suitable technical checks.

	Review related customer routes
	Service manager
	Check the booking, update and complaint routes; document untested areas.



Avoid an unsupported conclusion
The business can report what changed and what was tested. It cannot claim universal accessibility from one customer’s successful email. Keep the scope and any remaining barriers visible.


Write your barrier register and assistance pathway
	Task and barrier
	Evidence and coverage
	Immediate support
	Correction and owner

	[Journey stage and barrier]
	[Observed or reported; source]
	[Agreed response and owner]
	[Change, owner and due point]

	[Journey stage and barrier]
	[Observed or reported; source]
	[Agreed response and owner]
	[Change, owner and due point]

	[Journey stage and barrier]
	[Observed or reported; source]
	[Agreed response and owner]
	[Change, owner and due point]



Assistance pathway
How a customer requests help: [verified contact routes].
Who receives the request and provides absence cover: [enter].
How staff ask about preferences and confirm the request: [enter].
Available options and the role that can arrange alternatives: [enter].
Identity, consent and confidentiality arrangements: [current procedure reference].
Agreed action, owner and update point: [enter].
How relevant arrangements follow an accepted handover: [enter].
How the person raises a concern or requests review: [enter].
Action and review plan
Recurring barrier and customer consequence: [enter].
Decision owner, delivery owner and resources: [enter].
People and expertise needed for testing: [enter].
Evidence of correction, scope and remaining gaps: [enter].
Review date and trigger for renewed checks: [enter].


Test changes with suitable users and expertise
Plan the task and participation
Choose a real service task and explain what participation involves. Arrange suitable materials and communication support. Let participants use their usual methods where practical, and record the conditions. Do not ask a person to represent everyone with similar circumstances.
Combine practical and specialist checks
For digital services, W3C recommends combining user involvement with evaluation against relevant Web Content Accessibility Guidelines. One user test cannot establish overall accessibility or conformance. State what the evaluation covered and who needs to assess matters outside that scope. [2]
Check the fallback route
If staff offer an alternative contact method, test that it is monitored and can progress the same task. Record delays, repeated information and unresolved actions. An alternative route should not become the reason to leave a recurring barrier uninvestigated.
Applied exercise
An automated website check reports no detected issues. A customer using keyboard navigation cannot submit the booking form. Staff can complete the booking by phone, and the manager marks the digital issue fixed. What should the review record say?
Check your reasoning
Record the reported booking barrier, the customer’s chosen support route and whether the booking was completed. Keep the digital defect open until it is investigated, corrected and retested under a suitable scope. The automated result does not negate the observed difficulty. The assisted booking confirms that one task progressed through another route; it does not verify the form.
Close actions with evidence
Retain the changed version, task tested, relevant conditions, result and any remaining limitation. Recheck material changes to forms, templates, premises or contact arrangements. Share only the information needed for the improvement decision.


Assess the access plan and continue
	Criterion
	Evidence needed

	Whole task
	Information, contact, delivery, updates and concerns are considered.

	Customer choice
	Staff ask about assistance and preferences without assuming them.

	Continuity
	Agreed arrangements, ownership and cover survive handovers.

	Barrier correction
	Immediate support and recurring service defects are tracked separately.

	Suitable testing
	User involvement and relevant specialist checks have a defined scope.

	Honest closure
	Completed actions have evidence and remaining barriers stay visible.



Review the plan with people who can challenge the proposed route and those responsible for delivering it. The checklist does not certify accessibility, statutory compliance or technical conformance.
Continue your learning
Carry the access action plan into Module 10. Update the journey map, charter, standards, procedures and training plan when a verified barrier requires a change. Include unresolved access issues in the Module 08 review routine rather than maintaining an isolated list with no decision owner.
Sources and editorial basis
The barrier register, assistance pathway and Harbour Home Repairs case are original proposed Academy teaching material. AI assisted preparation; approval status is controlled in the Academy production register. The Commission source is general business guidance first published in 2016; historical statistics and technology-specific examples have not been adopted. Check current requirements for the actual service. Sources accessed 16 November 2026.
[1] Australian Human Rights Commission. Access for all Improving accessibility for consumers with disability. https://humanrights.gov.au/resource-hub/by-resource-type/guides/access-all-improving-accessibility-consumers-disability
[2] W3C Web Accessibility Initiative. Involving Users in Evaluating Web Accessibility. https://www.w3.org/WAI/test-evaluate/involving-users/
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