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Abstract 

Digital accessibility has become a central requirement for inclusive public administration because 

government websites increasingly serve as gateways for welfare schemes, identity services, education, 

taxation, employment, health care, grievance redressal, and civic participation. When public websites 

are not accessible, persons with disabilities, older citizens, users with limited digital literacy, and 

people using low-bandwidth or mobile devices may be excluded from essential services. Accessibility 

is therefore not only a technical design concern but also a question of equality, administrative 

accountability, and digital rights. 

This review-based study examines digital accessibility standards for government websites with 

reference to internationally accepted accessibility principles, public service delivery requirements, 

legal and ethical obligations, and practical implementation challenges. The paper analyses the role of 

standards such as perceivable content, operable interfaces, understandable navigation, robust code 

structure, assistive technology compatibility, accessible documents, multilingual support, mobile 

accessibility, and continuous monitoring. It also considers how accessibility can be integrated into 

procurement, design, testing, content governance, and institutional capacity building. 

The analysis indicates that accessible government websites require more than visual adjustments or 

one-time compliance checks. Sustainable accessibility depends on inclusive design from the planning 

stage, clear technical standards, trained web teams, user testing with persons with disabilities, 

accessible PDFs and forms, keyboard navigation, semantic markup, captioned multimedia, 

responsive design, and transparent audit mechanisms. Strengthening these measures can improve 

citizen trust, reduce service barriers, and support more equitable digital governance. 

Keywords: Digital accessibility; Government websites; Web accessibility standards; WCAG; Assistive 

technology; Inclusive e-governance; Accessible public services; Digital inclusion; Citizen-centric 

design; Public sector accountability 

 

1. INTRODUCTION 
Government websites have become essential 

platforms for delivering information, public 

services, welfare benefits, official 

notifications, forms, payments, and grievance 

mechanisms. Citizens now use digital portals 

to apply for certificates, pay taxes, access 

health services, register for education 

programmes, track applications, read public 

notices, and participate in democratic 

processes. This dependence on digital channels 

makes accessibility a fundamental requirement 

of modern governance. 

Digital accessibility means that websites, 

applications, documents, and online services 

are designed so that people with diverse 

abilities can perceive, understand, navigate, 

and interact with them. Users may rely on 

screen readers, screen magnifiers, voice 

recognition software, captioning, keyboard 

navigation, switch devices, simplified 

language, high contrast settings, or other 

assistive technologies. Accessibility also 

benefits temporary users, older persons, 

mobile users, people with low literacy, and 

citizens working in difficult environmental 

conditions. 

A government website that is visually 

attractive but inaccessible can create serious 

exclusion. A citizen who cannot submit an 

online welfare form because labels are 

missing, a student who cannot read a scanned 

PDF notification, or an elderly person who 

cannot navigate a complex menu faces a real 

barrier to public services. These barriers may 

lead to delayed benefits, increased dependence 

on intermediaries, loss of privacy, higher 
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transaction costs, and reduced trust in 

government systems. 

Accessibility standards provide a structured 

way to prevent these barriers. They guide 

website teams on text alternatives, headings, 

colour contrast, keyboard access, form labels, 

error identification, captions, language clarity, 

responsive design, and compatibility with 

assistive technology. However, standards are 

effective only when they are translated into 

procurement rules, development workflows, 

content management practices, audit systems, 

and regular user feedback. 

This paper studies digital accessibility 

standards for government websites as a 

component of inclusive e-governance. It 

examines core standards, implementation 

dimensions, governance requirements, 

challenges, and strategies for creating public 

digital services that are usable by all citizens. 

2. LITERATURE REVIEW 
The literature on digital accessibility 

highlights the relationship between 

technological design and social inclusion. 

Scholars and practitioners argue that 

accessibility is not a special feature for a small 

group of users but a basic quality requirement 

for digital systems that serve the public. 

Accessible design improves usability, 

searchability, readability, mobile performance, 

and service reliability for all users. 

International accessibility guidance is 

commonly organised around principles that 

content should be perceivable, operable, 

understandable, and robust. These principles 

support practical requirements such as 

providing text alternatives for images, captions 

for audio-video content, logical headings, 

adequate contrast, keyboard accessibility, 

consistent navigation, readable instructions, 

meaningful error messages, and code that can 

be interpreted by assistive technologies. 

Public administration research connects digital 

accessibility with citizen rights, administrative 

transparency, and equal participation. 

Government websites often contain legally 

significant information such as eligibility 

criteria, deadlines, rules, notices, and 

application forms. If these materials are 

presented in inaccessible formats, the public 

service system may unintentionally favour 

citizens with better technology access, higher 

literacy, or greater social support. 

Studies on e-governance also show that 

accessibility failures usually result from 

institutional weaknesses rather than lack of 

technology alone. Common problems include 

inaccessible PDF documents, images without 

alternative text, forms without labels, poor 

colour contrast, complex language, untested 

third-party plugins, keyboard traps, 

CAPTCHA barriers, and absence of regular 

accessibility audits. The literature increasingly 

recommends accessibility-by-design, user 

testing, training, procurement compliance, and 

continuous monitoring. 

2.1 MEANING AND SCOPE OF DIGITAL 

ACCESSIBILITY 
Digital accessibility refers to the design and 

maintenance of digital information and 

services in ways that allow equitable access by 

people with disabilities and other users facing 

situational or technological barriers. The scope 

includes websites, mobile interfaces, online 

forms, portals, downloadable documents, 

dashboards, maps, audio-video content, 

chatbots, payment gateways, helpdesks, and 

notification systems. 

For government websites, accessibility has a 

wider meaning because public portals are not 

optional commercial services. They often 

provide the only official channel for 

applications, benefits, compliance, public 

consultation, and grievance redressal. 

Therefore, accessibility must cover the 

complete service journey from discovering 

information to completing a transaction, 

receiving confirmation, and obtaining follow-

up support. 

An accessible website should support different 

modes of interaction. Citizens should be able 

to use a keyboard instead of a mouse, listen to 

content through screen readers, enlarge text 

without loss of content, understand form 

errors, read content in simple language, access 

captions or transcripts, and use the website on 

different devices. Accessibility also requires 

that content remains understandable when 

visual styling is removed or when bandwidth 

is limited. 

The scope of accessibility extends to content 

governance. A technically accessible website 

can still fail users if uploaded notices are 

scanned images, forms are locked PDFs, link 

text is vague, or language is unnecessarily 

complex. Government departments must 
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therefore treat accessibility as an ongoing 

responsibility across design, development, 

publishing, translation, procurement, and 

support. 

2.2 KEY ACCESSIBILITY STANDARDS 

FOR GOVERNMENT WEBSITES 
Accessibility standards for government 

websites may be grouped into technical, 

content, interaction, and governance 

requirements. Technical standards address 

semantic HTML, ARIA usage, responsive 

design, document structure, compatibility with 

assistive technologies, and validation of code. 

Content standards address headings, plain 

language, descriptive links, alternative text, 

captions, transcripts, downloadable document 

accessibility, and multilingual presentation. 

Interaction standards are particularly important 

for public service portals. Online forms must 

contain clear labels, instructions, field 

grouping, focus indicators, input assistance, 

error prevention, and confirmation messages. 

Navigation must be consistent and keyboard 

operable. Users should not be forced to 

complete tasks within unrealistic time limits, 

and CAPTCHA or security steps should 

include accessible alternatives. 

Visual accessibility includes adequate contrast 

between text and background, scalable text, 

meaningful use of colour, readable 

typography, and responsive layouts. Colour 

alone should not be the only method for 

communicating status, warnings, or required 

fields. Government portals also need 

accessible data tables, charts, maps, and 

dashboards because public information is often 

presented through statistical or geographical 

formats. 

Robustness requires that content works with 

current and future user agents, browsers, and 

assistive technologies. This means using 

proper markup, avoiding unnecessary 

keyboard traps, testing with screen readers, 

maintaining predictable focus order, and 

ensuring that dynamic content such as pop-

ups, alerts, dropdowns, and modals can be 

understood by assistive tools. 

3. OBJECT OF STUDY 
The primary object of this study is to examine 

digital accessibility standards for government 

websites and to understand how these 

standards contribute to inclusive public service 

delivery. The paper focuses on the relationship 

between accessibility requirements, website 

design practices, citizen usability, and 

institutional accountability. 

The study considers key accessibility elements 

including perceivable content, operable 

interfaces, understandable information, robust 

technical structure, accessible documents, 

assistive technology compatibility, mobile 

responsiveness, accessible forms, multimedia 

support, and audit mechanisms. 

A further objective is to identify the 

mechanisms through which accessibility 

failures become barriers to public service 

access. These mechanisms include inability to 

read official information, failure to complete 

online forms, dependence on intermediaries, 

exclusion from time-sensitive notices, 

difficulty in using assistive technology, and 

reduced confidence in digital governance. 

Finally, the study explores practical strategies 

for strengthening accessibility in government 

websites. These include policy integration, 

accessibility procurement, design standards, 

developer training, user testing with persons 

with disabilities, document remediation, 

continuous monitoring, and public reporting of 

accessibility compliance. 

3.1 TECHNICAL ACCESSIBILITY 

REQUIREMENTS 
This subsection examines the technical 

requirements that support accessible 

government websites. 

• Use of semantic headings, lists, tables, 

labels, landmarks, and page structure to 

support screen reader navigation. 

• Provision of meaningful alternative text 

for informative images and null text for 

decorative images. 

• Keyboard accessibility for menus, buttons, 

forms, modals, calendars, sliders, and 

transaction workflows. 

• Visible focus indicators so that keyboard 

users can identify their position on the 

page. 

• Sufficient colour contrast, scalable 

typography, responsive layout, and 

avoidance of content loss when text is 

enlarged. 

• Compatibility with assistive technologies 

through valid code, appropriate ARIA 

usage, and predictable interaction 

behaviour. 
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The purpose is to ensure that government 

websites can be used through multiple input 

and output methods without losing essential 

information or functionality. 

3.2 CONTENT AND SERVICE 

ACCESSIBILITY 
This subsection evaluates the accessibility of 

public information, online services, and 

downloadable material. 

• Clear page titles, section headings, 

descriptive link text, and plain-language 

explanations of services. 

• Accessible online forms with labels, 

instructions, validation messages, error 

correction, and review options. 

• Accessible PDFs, notices, circulars, 

reports, application forms, and scanned 

documents. 

• Captions, transcripts, and audio 

descriptions for important multimedia 

communication. 

• Multilingual support and readability for 

citizens with different educational and 

linguistic backgrounds. 

• Accessible help, feedback, grievance, 

chatbot, and contact mechanisms for users 

who face difficulties. 

These dimensions are important because 

citizens interact with government websites for 

complete service journeys rather than isolated 

web pages. 

3.3 Governance and Compliance 

Dimensions 
This subsection considers institutional 

measures required to sustain digital 

accessibility. 

• Inclusion of accessibility requirements in 

website policies, tender documents, 

contracts, and service-level agreements. 

• Training for developers, designers, content 

authors, administrators, and document 

creators. 

• Periodic accessibility audits using 

automated checks, manual expert review, 

and user testing. 

• Appointment of responsible accessibility 

officers or nodal teams within 

departments. 

• Public accessibility statements explaining 

compliance status, known limitations, and 

contact routes for reporting barriers. 

• Corrective action plans, timelines, and 

monitoring dashboards for continuous 

improvement. 

Accessibility governance ensures that 

compliance is not limited to launch-day testing 

but remains embedded throughout the website 

life cycle. 

4. RESEARCH METHODOLOGY 
The present study adopts a review-based, 

descriptive, analytical, and comparative 

methodology to examine digital accessibility 

standards for government websites. The 

methodology integrates literature on web 

accessibility, e-governance, inclusive design, 

assistive technology, public administration, 

and digital rights. 

The study is based on secondary evidence 

from accessibility standards, policy 

documents, research articles, public sector 

digital governance literature, audit reports, and 

selected technical guidance. The material is 

interpreted through a thematic framework that 

considers accessibility principles, service 

delivery requirements, technical 

implementation, institutional governance, and 

citizen inclusion. 

4.1 RESEARCH DESIGN 
The research follows a descriptive and 

comparative design to synthesize evidence on 

accessibility standards and their relevance for 

public websites. 

Component Description 

Research Type 
Review-based, descriptive, analytical, 

comparative 

Approach 
Digital accessibility and inclusive e-

governance analysis 

Data Source 
Accessibility standards, policy documents, 

research articles, audit reports 

Analysis Method 
Thematic synthesis and comparative 

compliance assessment 

Focus Area Government websites, public service portals, 
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accessible documents, user inclusion 

4.2 SOURCES AND ANALYTICAL 

CATEGORIES 
The study considers the following evidence 

categories for evaluation: 

• Web accessibility guidelines and public-

sector digital standards. 

• Research on disability inclusion, assistive 

technology, and e-governance usability. 

• Accessibility audit findings related to 

government and public service portals. 

• Policy documents on digital inclusion, 

public procurement, and citizen service 

delivery. 

Each evidence source is analysed based on: 

• Accessibility principle and technical 

requirement. 

• Affected user group or public service 

process. 

• Risk created by non-compliance. 

• Institutional responsibility for correction 

and monitoring. 

• Practical measures for long-term 

accessibility improvement. 

5. DATA ANALYSIS 
The data analysis synthesizes evidence on how 

accessibility standards influence the usability 

and fairness of government websites. The 

relationship is examined through a sequence of 

linked effects: accessibility requirements shape 

the design of content and interfaces; accessible 

design enables diverse users to complete 

public service tasks; and successful task 

completion improves service equity, 

administrative efficiency, and citizen trust. 

Perceivable content is a foundational 

requirement. If images, charts, scanned 

notices, or audio-video materials do not 

include text alternatives, captions, transcripts, 

or structured formats, many users cannot 

access official information. This problem is 

especially serious for public notices, eligibility 

rules, examination updates, health advisories, 

disaster alerts, and welfare scheme instructions 

because such information is often time-

sensitive and legally relevant. 

Operable interfaces determine whether citizens 

can navigate and complete tasks. Keyboard 

accessibility, visible focus order, skip links, 

accessible menus, and predictable interaction 

patterns are essential for people who cannot 

use a mouse. Inaccessible calendars, 

dropdowns, payment windows, pop-ups, and 

CAPTCHA systems can prevent users from 

submitting applications even when they can 

read the main page content. 

Understandability affects both accessibility 

and administrative efficiency. Government 

portals frequently use technical language, long 

paragraphs, unclear instructions, and 

inconsistent terminology. When instructions 

are difficult to understand, citizens may submit 

incorrect information, abandon the process, 

visit offices unnecessarily, or depend on paid 

intermediaries. Plain language, consistent 

navigation, form guidance, and clear error 

messages reduce these problems. 

Robustness is important because government 

websites are accessed through different 

browsers, devices, screen readers, mobile 

phones, and network conditions. Poorly coded 

dynamic components may appear functional to 

sighted mouse users but fail with assistive 

technologies. Therefore, accessibility testing 

must include both automated tools and manual 

review of interaction patterns. 

Accessible documents are a persistent 

challenge. Many government websites upload 

circulars, forms, notices, and reports as 

scanned PDFs or image-based files. Such 

documents may be unreadable by screen 

readers and difficult to search, translate, or 

enlarge. Document accessibility requires 

proper tagging, selectable text, headings, 

reading order, bookmarks, table structure, alt 

text, and accessible form fields. 

The analysis also indicates that accessibility 

outcomes depend on institutional 

arrangements. Websites that are developed 

without accessibility procurement clauses, 

content review procedures, trained staff, and 

regular audits often decline in accessibility 

after launch. Continuous governance is 

therefore as important as initial technical 

compliance. 

6. DISCUSSION 
The findings indicate that digital accessibility 

standards for government websites are closely 

connected with inclusive governance. A 

government portal is not merely an 

information display system; it is a channel 

through which citizens exercise rights, access 

benefits, comply with obligations, and 
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communicate with public authorities. 

Inaccessibility in such systems can create 

exclusion comparable to physical barriers in 

public offices. 

One important observation is that accessibility 

should be treated as a design and governance 

requirement rather than a post-development 

correction. Retrofitting accessibility after a 

website is built is usually more expensive, 

slower, and less reliable. When accessibility is 

included from the planning stage, teams can 

select appropriate platforms, templates, 

content workflows, document formats, and 

testing methods. 

Another issue is the gap between automated 

testing and real user experience. Automated 

tools can identify missing alt text, contrast 

failures, heading errors, and some form 

problems, but they cannot fully judge whether 

instructions are clear, focus order is logical, 

link text is meaningful, or a screen reader user 

can complete an end-to-end transaction. 

Manual expert review and testing with persons 

with disabilities are therefore necessary. 

Government departments also need accessible 

procurement. Many public websites are built 

by external vendors or maintained through 

outsourced contracts. If tenders and contracts 

do not specify accessibility standards, testing 

requirements, documentation, remediation 

timelines, and penalties for non-compliance, 

accessibility may be ignored or treated as 

optional. 

The discussion also highlights the role of 

content authors. Accessibility can be damaged 

by everyday publishing practices such as 

uploading scanned notices, using vague link 

names, inserting images of text, choosing low 

contrast banners, or creating unstructured 

PDFs. Training content teams is therefore 

essential for sustaining accessibility after 

technical teams complete development. 

Finally, accessibility supports broader digital 

transformation. Websites designed for 

accessibility are often faster, clearer, more 

mobile-friendly, easier to maintain, and more 

compatible with search and translation 

systems. In this sense, accessibility is not an 

additional burden but a quality framework for 

better public service delivery. 

7. CONCLUSION 
This study concludes that digital accessibility 

standards are essential for government 

websites because they help ensure equal access 

to public information and online services. As 

governments shift more services to digital 

platforms, accessibility becomes a core 

condition for citizen participation, service 

equity, transparency, and administrative 

accountability. 

The analysis shows that accessibility barriers 

occur through multiple pathways, including 

inaccessible documents, missing text 

alternatives, poor keyboard navigation, unclear 

forms, low colour contrast, complex language, 

incompatible dynamic content, and weak 

institutional monitoring. These barriers can 

prevent citizens from applying for benefits, 

understanding official information, submitting 

grievances, or completing required 

transactions. 

Effective response requires an integrated 

framework that combines technical standards, 

inclusive design, accessible content, 

procurement requirements, staff training, user 

testing, audit systems, and public 

accountability. Accessibility must be 

addressed throughout the website life cycle 

from planning and design to publishing, 

maintenance, and periodic review. 

Future public digital infrastructure should treat 

accessibility as a foundation of good 

governance. By creating websites that are 

perceivable, operable, understandable, and 

robust, governments can reduce exclusion, 

improve citizen satisfaction, and strengthen 

trust in digital public services. 

8. RECOMMENDATIONS 
Based on the study, the following 

recommendations may strengthen accessibility 

in government websites: 

• Adopt clear accessibility standards for all 

government websites, mobile interfaces, 

documents, and digital services. 

• Include accessibility clauses in all web 

development, maintenance, hosting, and 

content management contracts. 

• Conduct accessibility testing before launch 

and at regular intervals after updates. 

• Combine automated scans with manual 

expert review and user testing involving 

persons with disabilities. 

• Ensure all public documents are available 

in accessible formats rather than scanned 

images only. 
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• Train developers, designers, content 

writers, administrators, and decision-

makers in accessibility responsibilities. 

• Publish accessibility statements and 

provide a clear mechanism for users to 

report barriers. 

• Maintain a corrective action plan with 

timelines, responsible officers, and 

progress tracking. 

• Design forms, payment flows, grievance 

systems, dashboards, and multimedia 

communication with accessibility from the 

beginning. 

• Treat accessibility improvement as an 

ongoing governance process rather than a 

one-time technical certification. 

9. REFERENCES 
1. World Wide Web Consortium. (2024). Web Content Accessibility Guidelines (WCAG) 2.2. W3C 

Recommendation. https://www.w3.org/TR/WCAG22/ 

2. World Wide Web Consortium Web Accessibility Initiative. (2023). What's New in WCAG 2.2. 

W3C WAI. https://www.w3.org/WAI/standards-guidelines/wcag/new-in-22/ 

3. United Nations. (2006). Convention on the Rights of Persons with Disabilities. United Nations. 

4. United Nations Department of Economic and Social Affairs. (n.d.). Article 9 - Accessibility. 

Convention on the Rights of Persons with Disabilities. 

5. International Organization for Standardization. (2019). ISO 9241-171: Ergonomics of human-

system interaction - Guidance on software accessibility. 

6. International Organization for Standardization. (2018). ISO 30071-1: Information technology - 

Development of user interface accessibility. 

7. Henry, S. L. (2019). Web Accessibility: A Foundation for Research. Springer. 

8. Lazar, J., Goldstein, D. F., and Taylor, A. (2015). Ensuring Digital Accessibility through Process 

and Policy. Morgan Kaufmann. 

9. Kuzma, J. M. (2010). Accessibility design issues with UK e-government sites. Government 

Information Quarterly, 27(2), 141-146. 

10. Jaeger, P. T. (2006). Assessing Section 508 compliance on federal e-government websites. 

Government Information Quarterly, 23(2), 169-190. 

11. Rømen, D., and Svanæs, D. (2012). Validating WCAG versions 1.0 and 2.0 through usability 

testing with disabled users. Universal Access in the Information Society, 11, 375-385. 

12. Petrie, H., and Kheir, O. (2007). The relationship between accessibility and usability of websites. 

Proceedings of the SIGCHI Conference on Human Factors in Computing Systems. 

13. Vigo, M., Brown, J., and Conway, V. (2013). Benchmarking web accessibility evaluation tools: 

Measuring the harm of sole reliance on automated tests. Proceedings of W4A. 

14. Abascal, J., Barbosa, S. D. J., Nicolle, C., and Zaphiris, P. (2016). Rethinking universal 

accessibility: A broader approach considering the digital gap. Universal Access in the 

Information Society, 15, 179-182. 

15. Bigham, J. P. (2014). Making the web easier to see with opportunistic accessibility improvement. 

Proceedings of W4A. 

16. Carter, L., and Bélanger, F. (2005). The utilization of e-government services: Citizen trust, 

innovation and acceptance factors. Information Systems Journal, 15(1), 5-25. 

17. United Nations. (2015). Transforming our world: The 2030 Agenda for Sustainable Development. 

United Nations. 

18. International Telecommunication Union. (2021). ICT accessibility: Making digital information 

and communication accessible for all. ITU. 

19. European Union. (2016). Directive (EU) 2016/2102 on the accessibility of the websites and 

mobile applications of public sector bodies. 

20. Government of India. (2019). Guidelines for Indian Government Websites. Ministry of Electronics 

and Information Technology. 

21. Government of India. (2021). Accessibility Guidelines for ICT Products and Services. Ministry of 

Electronics and Information Technology. 



The University Academics: Under the Aegis of Swarn P3 Pvt. Ltd. 

Peer-Reviewed Journal 35 

 

 

 

 

 

 

Global Insight Journal 
E-ISSN: 3084-0252 | P-ISSN: 3084-0260 

Volume: 02, Issue: 02, Apr-Jun 2022 

 

 

Multidisciplinary Research across 

Science, Technology, Humanities, 

and Social Sciences 

www.globalinsightsjournal.com 

 

22. Persson, H., Åhman, H., Yngling, A. A., and Gulliksen, J. (2015). Universal design, inclusive 

design, accessible design, design for all: Different concepts-one goal? Universal Access in the 

Information Society, 14, 505-526. 

23. Seale, J. (2014). E-learning and Disability in Higher Education: Accessibility Research and 

Practice. Routledge. 

24. Kelly, B., Sloan, D., Phipps, L., Petrie, H., and Hamilton, F. (2005). Forcing standardization or 

accommodating diversity? A framework for applying the WCAG in the real world. Proceedings of 

W4A. 

25. Power, C., Freire, A., Petrie, H., and Swallow, D. (2012). Guidelines are only half of the story: 

Accessibility problems encountered by blind users on the web. Proceedings of CHI. 

26. Trewin, S. (2018). AI fairness for people with disabilities: Point of view. IBM Journal of Research 

and Development, 62(4/5), 10:1-10:10. 

27. World Health Organization and World Bank. (2011). World Report on Disability. World Health 

Organization. 

28. Organisation for Economic Co-operation and Development. (2020). Digital Government Index: 

2019 results. OECD Publishing. 

29. G3ict. (2020). Digital Accessibility Rights Evaluation Index. Global Initiative for Inclusive ICTs. 

30. National Informatics Centre. (2023). Web accessibility and usability practices for public digital 

platforms. NIC guidance materials 

. 


