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Accessibility impacts almost 
50% of our customers  

Customer Insight, Skipton Building Society, 2018.



Research: Customer Panel 
Recruitment and Welcome 
Email





Findings and Actions 

Findings for improvements

• Language 

• Colour contrast with text

• Text styling within the survey

• Tick boxes

• Alt text on images 

• Links 

Actions

• Wording changed

• Online colour palette update

• Survey template changes

• Survey host accessibility

• Images having descriptions

• Buttons  

The results also supported improvements we have already made 



Research: The Skipton App 





Findings and Actions 

Findings for improvements

• Colour contrast

• Button/entry field labels

• Terms and Conditions 

• Alt text

• Magnify

• Google Maps

• Amount inputting 

Actions

• To be planned in 



“Without this research, us trying to improve 
the experience is just a theory… ” 
Beyond The Envelope. 



Questions?


