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1.0 Introduction

This guidance document has been developed to support the creation of clear,
inclusive, and accessible written materials for all audiences. It aligns with the IRCM
Standards of Proficiency in Case Management and reflects the organisation’s
commitment to the core value of inclusivity and diversity, which emphasises that
case managers must “treat everyone equally and fairly, regardless of any personal or
protected characteristics and circumstances; striving to provide care that is inclusive,
respectful, non-judgmental, and values difference.”

Writing accessible documents ensures that all service users, colleagues, and
stakeholders can engage with information equitably, regardless of background,
ability, or communication needs. This guidance supports Registrants and Pre-
Registrants to meet their obligations according to the Standards of Proficiency.

IRCM’s Standards of Proficiency in Case Management require that case managers:

3.6. Treat all service users and others with respect, upholding the IRCM core
values of inclusivity and diversity, compassion, person-centredness, and
empowerment

9.1. Provide structured information in a manner conducive to the recipient’s
needs in relation to the service user’s condition, medical or therapeutic
interventions, functioning, and ongoing self-management.

11.1. Provide accessible information, according to the recipients’ needs, to
facilitate supported decision-making.

16.1 Organise information into a coherent system that is comprehensible to
colleagues and relevant stakeholders.

For further information Registered Case Managers and Pre-Registrants should read
The Standards of Proficiency in Case Management.

2.0 Purpose and scope of this guidance

By following this guidance, case managers will help to foster a culture of inclusivity
and uphold standards of communication and professionalism in case management
practice.

This document is intended to support the creation of clear, accessible and inclusive
documents. It serves as both a guide and a checklist of key considerations to ensure
best practice.

The guidance draws on the following key sources:

e |CO guidance
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https://ico.org.uk/for-organisations/uk-gdpr-guidance-and-resources/lawful-basis/consent/how-should-we-obtain-record-and-manage-consent/#how2

e British Dyslexia Association

e NHS Accessible Information Standard

e \Web Content Accessibility Guidelines (WCAG)

This document is a starting point only. Final responsibility for compliance,
professional judgement, and adherence to local legal or organisational requirements
rests with the author and their organisation.

3.0 Key principles

The following principles support the creation of clear, inclusive, and accessible
written communication. They are designed to help ensure information is easy to
understand, usable, and compliant with accessibility standards.

alternatives

Principle What to Do Why It Matters
Write short, simple sentences in the . . .
. . . Makes information easier to
, active voice (state who or what is
Use plain ) o understand for more readers,
performing the action in the . . . .
language . including those with cognitive
sentence). Avoid jargon and . o
. or reading difficulties.
unexplained acronyms.
Be Use consistent formatting, headings, PrquCtabmty helps rgaders
: : navigate and recognise
consistent  |land terminology.
patterns.
Offer information in alternative Meets duties under the
Provide formats such as large print, Easy Equality Act 2010 and NHS

Read, audio, or braille where
required.

Accessible Information
Standard.

Test
accessibility

Test documents with screen readers
and where possible, with people who
have lived experience of accessibility
needs.

Confirms practical usability
and helps identify barriers
before publication.

X Poor example
“Stakeholder engagement will be maximised to ensure optimisation of outcomes.”
Good example

“We will speak with the people who use this service to understand what they need.”
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https://www.bdadyslexia.org.uk/advice/employers
https://www.england.nhs.uk/accessible-information-standard/
https://www.w3.org/TR/WCAG20/

4.0 Readability and vocabulary

Clear and accessible language ensures that information can be understood by all
readers, including those with diverse literacy, language, or cognitive needs. The
following good practice points and checklist support effective, inclusive

communication.

Area Good Practice

Checklist

Use everyday English. Define technical or

Language specialist terms in plain language.

[INo unexplained
acronyms

[IEach paragraph
focuses on one main
idea

Sentence Keep sentences under 20 words on
length average.

[IMost sentences < 20
words

Use active voice e.g. “You must...” not “It is

T .
one required that...”

[1Sentences written in
active voice

Include a glossary of key terms for technical
Glossary or specialist terms where appropriate e.g.,
legal terms.

[IGlossary provided if
needed

X Poor example

client’s occupational domain.”

Good example

cooking and dressing.”

“Interventions were implemented to facilitate functional optimisation within the

“The support assistant worked with the client to improve everyday skills, such as

5.0 Typography and layout

Consistent, accessible typography and layout improve readability and help ensure
that information is easy to navigate for all users, including those using assistive
technologies. The following recommendations support clear, inclusive document

design.
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Feature Recommended Practice Checklist
_ , . [1Sans-serif font
Use clear sans-serif fonts (e.g., Arial, Calibri, used throuahout
Font type |Helvetica, Verdana, Tahoma, Century Gothic). .g
. . . [IDecorative fonts
Avoid decorative or script fonts. .
avoided
LIMinimum
For web content, use at least 16px (100%). 12pt/16px
Font size . o [ILarger sizes used
For print content use a minimum of 11-14pt. for low-vision
audiences
- OLi ;
Line . Set line spacing to 1.4-1.6. Ine spacing set
spacing correctly
_ Left-align text. Avoid full justification which OLeft-aligned text
Alignment |creates uneven spaces and can reduce o
. [INo justified text
readability.
[ 1Bold used for
Use bold for emphasis. Avoid italics or emphasis only
Emphasis |[underlining and ALL CAPS, which can be harder ||(JNo italics,
to read. underlining or all
caps
X Poor example
“Use whatever font You prefer but ensure adequate visibility for the majority of sexvice usexs. "
Good example
“Use a clear sans-serif font such as Arial, Aptos or Verdana, at least 11pt in print or
16px online.”

6.0 Colour and contrast

Appropriate use of colour and contrast ensures that text and visual elements are
easy to read and understand for everyone, including people with visual impairments
or colour vision deficiencies. The following standards promote clarity, legibility, and
accessibility across all formats.

Page 6



Element Standard Checklist
Contrast Text should meet a minimum contrast ratio of CChecked with a
ratio 4.5:1 for normal text and 3:1 for large text (18 pt trast check

or 14 pt bold and above). confrast checker

Do not rely on colour alone to convey meaning. |1 Information not
Colour use , .

Supplement with text labels, icons, or patterns. |colour-dependent

Use plain or lightly .coloured baclfgrounds with O] Background is
Backgrounds||strong contrast against text. Avoid textured or ]

plain and clear
patterned backgrounds..

X Poor example
“Important updates are highlighted in red text, while general notes appear in green.”
Good example

“Important updates are shown with both text and an icon. All text meets the required
contrast ratio.”

7.0 Structure, headings and lists

Clear structure and consistent use of headings and lists make documents easier to
read, navigate, and understand. Logical organisation helps all readers, including

those using screen readers to locate information efficiently and follow the intended
flow of content.

Feature Best Practice Checklist
Use meaningful, hierarchical headings
- (H1, H2, H3) to organise content. Avoid [IHeading levels applied
Headings . .
decorative or non-structural heading correctly
styles.
Keep each paragraph focused on one
Paragraphs|main idea and separate sections with [IShort, clear paragraphs
white space for readability.
Keep each paragraph focused on one
Lists main idea and separate sections with [Lists used appropriately
white space for readability.
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Feature Best Practice Checklist
Ensure information flows logically and that ||[]Logical document order
Navigation |links or references between sections are |and appropriate internal

clear.

signposting

X Poor example

“The rehabilitation pathway is multifactorial and dynamic, encompassing multiple
interrelated objectives...” (long block of text)

Good example
Rehabilitation plan

« Build strength

e Increase mobility

e Support daily living tasks

8.0 Use of images and graphics

Images, charts, and graphics can enhance understanding when used thoughtfully.
To ensure accessibility, visual content must be clear, meaningful, and accompanied
by text alternatives so that all readers including those using screen readers can
access the same information.

Type Accessible Practice Checklist
Provide alt text that conveys the essential meaning ||LJAIt text added
Images or purpose of the image. Avoid embedding [] No text-only
important text within images. images
L
Complex For diagrams or infographics, include a longer text 01.'19.
. L . . description
visuals description or link to a detailed summary. ,
provided
Include a concise written summary and, where [1 Summary
Charts and . : . : .
raphs possible, provide the underlying data in a table included
grap format. [ 1 Data available
Pair icons with visible text labels to ensure meaning
Icons is not lost for users who cannot perceive visual [J Icons labelled
cues.
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Type Accessible Practice Checklist

X Poor example

(Image of an exercise with no description)
“See image for instructions.”

Good example

(Image included)
Alt text: “A person lifting a light weight with a straight back.”
Caption: “Step 1 of the shoulder-strengthening exercise.”

9.0 Digital documents and PDFs

Accessible digital documents and forms ensure that all users, including those relying
on assistive technologies can navigate, complete, and understand content
effectively. The following requirements support compliance with accessibility
standards and good digital design practice.

Area Requirement Checklist

Apply proper structural tags, including
Tagged PDF (reading order, heading levels, and
alternative text for images.

0 Tags and
structure verified

Label all form fields clearly, provide
Forms instructions where needed, and include
meaningful error messages.

O All form fields
labelled and tested

Metadata (data|/Include descriptive document metadata such

about data) |as title, author, subject, and language. [ Metadata added

Ensure all interactive elements (e.g., links, || Keyboard-only
buttons, form fields) can be navigated and  ||navigation tested
activated using a keyboard alone. and passed

Keyboard
access

X Poor example
“PDF attached.” (Document has no tags, missing alt text, poor structure)

Good example
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Area

Requirement

Checklist

“The attached PDF includes proper headings, reading order, and alt text. A text-
only version is also provided.”

10.0 Dyslexia and cognitive accessibility

Designing documents with dyslexia and cognitive accessibility in mind ensures
information is clear, consistent, and easy to process. These practices support
readers who may experience challenges with reading, memory, concentration, or
information sequencing, improving accessibility for everyone.

by-step instructions to reinforce understanding.

Feature Good Practice Checklist

Use wide spacing, left-aligned text, and plenty H Layo.ut checked
Layout . . for clarity and

of white space to reduce visual clutter. )

spacing

Use clear sans-serif fonts and avoid italics or |0 Dyslexia-friendly
Fonts and

pale text. Ensure strong contrast between text |font and contrast
colours

and background used

Divide content into short sections with O Clear, well-
Structure descriptive headings to aid understanding and ||labelled sections

navigation. used
Support Provide short summaries, key points, and step- | Summary or key

points added

regularly.”

X Poor example

Good example

Rehabilitation review

“The client has made steady progress with the exercises and completes them
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