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Course Introduction

Accessibility in customer support is no longer optional it is a core element of inclusive design, digital equity,
and modern customer experience strategy. As organizations strive to reach diverse global audiences,
support teams must ensure that every customer regardless of ability, device, literacy level, or cognitive
needs can comfortably access assistance. Accessibility in Customer Support: Inclusive Design Training
Course provides a foundational understanding of accessible communication, assistive technology
compatibility, and inclusive service workflows, empowering teams to build empathetic, barrier-free
interactions.

Through practical frameworks, real-world case studies, and hands-on application, this course equips
professionals with the skills needed to create support systems grounded in universal design principles,
WCAG-aligned practices, and human-centered service delivery. Participants will learn to identify
accessibility gaps, adapt support channels, and design processes that strengthen customer trust,
satisfaction, and long-term loyalty. Ultimately, the goal is to build support experiences that are reliable,
respectful, and accessible to all without exception.

Programme Curriculum

Accessibility in Customer Support: Inclusive Design Training Course
Introduction

Accessibility in customer support is no longer optional it is a core element of inclusive design, digital equity, and
modern customer experience strategy. As organizations strive to reach diverse global audiences, support
teams must ensure that every customer regardless of ability, device, literacy level, or cognitive needs can
comfortably access assistance. Accessibility in Customer Support: Inclusive Design Training Course provides a



foundational understanding of accessible communication, assistive technology compatibility, and inclusive
service workflows, empowering teams to build empathetic, barrier-free interactions.

Through practical frameworks, real-world case studies, and hands-on application, this course equips
professionals with the skills needed to create support systems grounded in universal design principles, WCAG-
aligned practices, and human-centered service delivery. Participants will learn to identify accessibility gaps,
adapt support channels, and design processes that strengthen customer trust, satisfaction, and long-term
loyalty. Ultimately, the goal is to build support experiences that are reliable, respectful, and accessible to all
without exception.

Course Duration
5 days
Course Objectives

Understand the fundamentals of Inclusive Design and Universal Accessibility Standards.
Apply WCAG 2.2 and ADA-aligned best practices in customer support settings.
Improve multichannel accessibility across chat, email, voice, and self-service portals.
Identify and remove digital accessibility barriers in customer interactions.

Use assistive technology—friendly communication techniques.

Implement accessible UX writing for customer-facing content.

Enhance neurodiversity-friendly communication strategies.

Apply empathy-driven support frameworks.

Design inclusive onboarding and escalation workflows.

Evaluate and optimize accessibility metrics and KPIs.

. Integrate Al-powered accessibility tools responsibly.

© NGO~ WDNPRE

R e
N B O

. Strengthen cross-functional collaboration for accessibility improvements.
. Create an organization-wide Accessibility-first Support Culture.
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Target Audience

Customer Support Representatives
Support Managers & Team Leaders
Customer Experience (CX) Professionals
UX/UI Designers

Accessibility Specialists

Product and Service Designers

Quality Assurance & Compliance Teams
HR and Training Coordinators
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Course Modules
Module 1: Foundations of Accessibility & Inclusive Design

e Core principles of inclusive customer support

Understanding disability types

Legal frameworks

Mapping accessibility to customer experience

Recognizing invisible customer needs

Case Study: A telecom company reduces complaint rates by 35% after implementing inclusive design



in its support portal.
Module 2: Accessible Communication Techniques

e Plain language & readability optimization

Structuring messages for screen reader compatibility

Tone, clarity, and sensitivity for inclusive interaction

Adapting communication for cognitive accessibility

Ensuring accessible text formatting

Case Study: A bank improves comprehension scores for customers with dyslexia using accessible

email templates.
Module 3: Supporting Customers Using Assistive Technologies

e Understanding screen readers, magnifiers, voice input tools

How support staff can test accessibility using AT simulations

Troubleshooting common AT-related challenges

Creating AT-friendly chat and ticket responses

Avoiding inaccessible media and attachments

Case Study: An e-commerce platform boosts customer satisfaction after optimizing chat support for

screen reader users.

Module 4: Accessibility in Multichannel Support

Voice support accessibility for speech-impaired customers

SMS and email accessibility guidelines

Accessible live chat and chatbot requirements

Improving self-service accessibility

Multimodal support pathways for diverse needs

Case Study: A government agency increases digital service usage by 50% after redesigning its
multichannel support flow.

Module 5: Designing Accessible Digital Content

WCAG-aligned content creation

Alt text, captions, transcripts, and media accessibility

Accessible form and chatbot design

Contrast, typography, and layout considerations

Reducing cognitive overload in support interfaces

Case Study: A health provider sees reduced user drop-off after making all help-center articles fully
accessible.

Module 6: Inclusive Problem-Solving & Empathy Skills

Understanding customer frustration due to inaccessibility

Empathy-led listening techniques

Adapting support pace and communication style

Trauma-informed support practices

Conflict resolution with accessibility in mind

Case Study: A retail brand retrains its support team using empathy frameworks and reduces

escalations by 40%.



Module 7: Accessibility Governance & Continuous Improvement

e Accessibility audits and compliance tracking

Reporting and remediation workflows

Accessibility KPIs and quality assurance

Collaboration with design, product, and legal teams

Creating accessibility documentation and playbooks
Case Study: A SaaS company uses quarterly accessibility audits to consistently maintain WCAG
compliance.

Module 8: Future Trends & Al for Accessible Support

Al-generated accessible responses

Real-time translation and speech-to-text innovations

Personalization for neurodiverse customers

Emerging inclusive UX patterns

Ethical considerations in Al-driven accessibility

Case Study: A global support center uses Al captioning to improve voice call accessibility for hearing-
impaired customers.

Training Methodology

This course employs a participatory and hands-on approach to ensure practical learning, including:

¢ Interactive lectures and presentations.
Group discussions and brainstorming sessions.

Hands-on exercises using real-world datasets.

Role-playing and scenario-based simulations.

Analysis of case studies to bridge theory and practice.

Peer-to-peer learning and networking.
Expert-led Q&A sessions.
Continuous feedback and personalized guidance.

Register as a group from 3 participants for a Discount

Send us an email: info@fineskilltrainingcenter.com or call +254769199797

Certification

Upon successful completion of this training, participants will be issued with a globally- recognized certificate.
Tailor-Made Course

We also offer tailor-made courses based on your needs.

Key Notes

a. The participant must be conversant with English.

b. Upon completion of training the participant will be issued with an Authorized Training Certificate

c. Course duration is flexible and the contents can be modified to fit any number of days.
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d. The course fee includes facilitation training materials, 2 coffee breaks, buffet lunch and A Certificate upon
successful completion of Training.

e. One-year post-training support Consultation and Coaching provided after the course.

f. Payment should be done at least a week before commence of the training, to FINESKILL TRAINING
CENTER account, as indicated in the invoice so as to enable us prepare better for you.

Upcoming Scheduled Sessions

Start Date End Date Location Price

10 Aug 2026 14 Aug 2026 Online $1,100
17 Aug 2026 21 Aug 2026 Online $1,100
24 Aug 2026 28 Aug 2026 Online $1,100
31 Aug 2026 04 Sep 2026 Online $1,100
07 Sep 2026 11 Sep 2026 Online $1,100
14 Sep 2026 18 Sep 2026 Online $1,100
21 Sep 2026 25 Sep 2026 Online $1,100
28 Sep 2026 02 Oct 2026 Online $1,100

Ready to enroll or request a customized program? Book online or contact us:

Register Online Now

Email: info@fineskilltrainingcenter.com | Website: www.fineskilltrainingcenter.com


https://www.fineskilltrainingcenter.com/courses/accessibility-in-customer-support-inclusive-design-training-course

