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Accessibility



How do local governments

inform citizens?



8% 

Claims it works well Have guidelines

13% 



Reality check: Botkyrka



A diverse suburb

• 93 000 inhabitants

• Average age: 37 years

• 150 nationalities

• 100 languages



Communication channels

Print

Website In person meetings

Digital service

Letters

Phone



Service centers struggle to meet demand

• Number of people

• Number of languages

• Level of challenges

• Impact on people’s lives



Normcritical approach 

to local government

communication

Funded by Vinnova



Images and 
illustrations Understandable text

Sign language

Diagrams

Video

Audio



Digital services Letters sent by mail



Iterative user testing



Hi!

Key message

Informative headings

Bullet lists



”The illustrations are clear” 

”You understand directly”



5 key take aways



1

Do we need to send this letter?



2

Cross-team planning



3

Use plain language



4

Use images and illustrations



5

Separate generic and 

targeted information



There is no such thing 

as an average user


