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Executive summary

			The International Telecommunication Union (ITU) information and communication technology (ICT) accessibility assessment for the Europe region has been launched as part of the ITU Office for Europe accessibility initiatives. Its aim is to assess countries’ commitments to ICT accessibility for persons with disabilities, in terms of general legislation and regulations, and their capacity to meet those commitments, in terms of policies and institutional frameworks. The ICT accessibility commitments arise from the United Nations (UN) Convention on the Rights of Persons with Disabilities (UNCRPD), the European Union (EU) accessibility legislation, where applicable, the ITU strategic goals, and the UN Sustainable Development Goals (SDGs). 

			The ICT accessibility assessment was launched in the midst of the Coronavirus disease (COVID-19) pandemic, which has reinforced the importance of ICT accessibility. It has been designed to provide ITU members and stakeholders from the ITU Europe region with a holistic view of ICT accessibility requirements and of the implementation status of ICT accessibility laws, regulations, policies and institutional frameworks. It also serves to provide advice to policy-makers and stakeholders throughout the region in the form of good practices and recommendations. Most European countries have adopted strong general equality and non-discrimination laws. Their implementation, however, varies across the region. Most have signed and ratified the UNCRPD and the majority also its Optional Protocol. As ITU Member States, they have endorsed the ITU Connect 2030 Agenda and high-level strategic goals, agreeing that, by 2023, enabling environments ensuring accessible ICTs for persons with disabilities should be established in all countries. Pursuant to the UNCRPD and in line with the Connect 2030 Agenda, they have started identifying and eliminating obstacles and barriers to accessibility, notably to information, communications and other services, including electronic services and emergency services. The Europe region ICT accessibility assessment will serve as a tool for the ITU Office for Europe to launch targeted ICT accessibility programmes for the Member States. ITU Member States can use the assessment as a tool in their efforts to take the necessary steps in establishing the enabling environments required to ensure accessible telecommunications/ICTs for all people regardless of age, gender, ability or location. The assessment will also serve as input for shaping the Accessible Europe 2021 programme; for ICT accessibility discussions under the presidencies of the Council of the EU in 2021; and for the preparatory process for the upcoming ITU World Telecommunication Development Conference (WTDC-21).

		

	
		
			 

		

		
			
Chapter 1.  Introduction

			Europe is a global leader in information and communication technology (ICT) accessibility. The European Union (EU) has set a forward-looking ICT accessibility framework, with four directives, covering (i) websites of public bodies, (ii) audiovisual media services, (iii) electronic communications, and (iv) products and services. 

			Most of the countries across the region have adopted strong general equality and non-discrimination laws. Apart from EU Member States and non-EU members of the European Economic Area (EEA) (Iceland, Liechtenstein and Norway), many other European countries are also committed to following EU accessibility rules as handed down by the aforementioned four directives, among them five candidate countries (Albania, North Macedonia, Montenegro, Serbia and Turkey). However, the level of transposition and especially implementation of EU rules varies across the region.

			The ITU Office for Europe launched an investigative project to assess ICT accessibility for persons with disabilities in the region, countries’ commitments in terms of general legislation and regulations, and their capacity to meet those commitments in terms of policies and institutional frameworks.

			This report thus reviews ICT accessibility in the ITU Europe region,1 assesses commitments and implementation and summarizes the current state of ICT accessibility across the region. It presents the ITU priorities, strategic plans, goals and objectives in this domain, as endorsed by its Member States, who have agreed that enabling environments ensuring accessible telecommunications/ICTs for persons with disabilities should be established in all countries by 2023. 

			The report provides an overview of international and EU legal requirements with regard to ICT accessibility. It also offers an extensive review of good practices from ITU Member States in the broad area of ICT accessibility. Further to these good practices, recommendations and guidelines for stakeholders are presented, which can serve as a valuable tool for ITU Member States and all stakeholders in the creation of enabling environments for accessible telecommunications/ICTs for persons with disabilities.

			
Chapter 2.  Summary of ITU Europe region ICT accessibility assessment

			2.1	ITU framework

			The ITU mission is to connect the world and bring the benefits of ICTs to all the world’s people, ensuring that everyone has access to affordable and accessible ICTs. The COVID-19 pandemic2 has demonstrated the power and the promise of ICTs as never before. ICTs have helped people around the world to stay connected, keep working and learning, and support each other during the pandemic. 

			Given that around 15 per cent of the world’s population, or an estimated 1 billion people, live with disabilities, accessibility of ICTs has become more relevant and necessary than ever. ICT accessibility thus constitutes an ITU priority, as reflected in its strategic documents. Moreover, ITU Member States have agreed that enabling environments ensuring accessible telecommunications/ICTs for persons with disabilities be established in all countries by 2023 (ITU Strategic Goal 2 – Inclusiveness, Target 2.9).

			The ITU Office for Europe, within the framework of its regional initiative on accessibility, affordability and skills development for all to ensure digital inclusion and sustainable development, launched an investigative project to assess ICT accessibility for persons with disabilities in Europe, countries’ commitments and their capacity to meet those commitments.

			The assessments covered the ITU Europe region, comprising 46 countries. Data were collected in Q4 2020 through questionnaires and desktop research. Feedback was provided by 25 ITU Member States.3 Other sources included the Body of European Regulators of Electronic Communications (BEREC), the European Commission, EU law, the United Nations (UN) Committee on the Rights of Persons with Disabilities, the European Broadcasting Union (EBU) and ITU Member States local sources. 

			2.2	ITU Member State commitments

			ITU Member States in the Europe region have made significant progress towards ITU Target 2.9 to establish enabling environments ensuring accessible telecommunications/ICTs for persons with disabilities in all countries by 2023:

			•	UNCRPD: 4 The United Nations Convention on the Rights of Persons with Disabilities (UNCRPD) is an international human rights treaty representing a framework for accessibility, freedom of expression, opinion and access to information, communication, education and several other fields. It requires States party (i.e. States and State entities)5 to take all appropriate measures to provide persons with disabilities with the same information and at the same time as persons without disabilities and in the form of communication they choose. It has been signed by 45 countries from the ITU Europe region and ratified by 44 of them (all but Liechtenstein and Vatican City State).

			•	UNCRPD Optional Protocol: The Optional Protocol is a legal instrument related to the UNCRPD that addresses issues which the Convention does not cover or does not cover sufficiently. The countries that ratify the UNCRPD do not necessarily have to ratify the Optional Protocol. It has been signed by 43 and ratified by 29 of the 46 countries.

			•	Marrakesh Treaty: The Marrakesh Treaty is also an international human rights treaty, representing an instrument at the service of the UNCRPD.6 It provides the ratifying countries with the necessary mechanisms to allow exceptions and limitations to the rights of production, distribution and availability of information in accessible formats, nationally and internationally. It has been signed by 20 and ratified by six of the 46 countries.

			•	Anti-discrimination and equality law: The majority of countries have adopted anti-discrimination and equality laws and implemented the provisions of the UNCRPD in national law, ensuring non-discrimination and equality for persons with disabilities. Definitions of disability, however, vary across national legislations and still often stem from the context of social-security legislation rather than anti-discrimination law. There are also different methods identified across the countries for the implementation or transposition of international or EU law.

			•	Recognition of sign language: According to ITU data, sign language is recognized by 23 countries, of which three have recognized national sign languages in their constitutions. Other countries have passed laws that make direct or indirect reference to sign languages and/or sign-language users. 

			•	Website accessibility: A total of 41 countries have adopted or plan to adopt web accessibility laws or statutory requirements. Among these, the 27 EU Member States have transposed the EU Web Accessibility Directive and the three EEA countries and Switzerland are also expected to do so,7 although they are seeking longer transition periods. The five EU candidate countries are also expected to transpose the EU Accessibility Directive and several other countries also closely follow the EU law. Israel is the only country that requires private-sector organizations to provide accessible web pages as well.

			•	Electronic communications: The majority of countries have adopted laws or regulations specifying requirements to be met by providers of publicly available electronic communications services to ensure that end users with disabilities have access to electronic communications services, benefit from the choice of services available to most end users, are provided with universal services and enjoy access to emergency services through the single European emergency number 112.8 ITU has focused on broadband Internet access, access to emergency services and relay and total conversion services:9

			o	Affordable adequate broadband Internet access: Only a few European countries provide for a minimum broadband speed in national law: Belgium, Croatia, Finland, Latvia, Malta, Slovenia, Spain, Sweden and the United Kingdom. In these countries, the minimum speeds defined vary from 1 to 10 Mbit/s for download speeds and from 512 kbit/s to 1 Mbit/s for upload speeds, while several countries have not defined the minimum upload speeds.

			o	Emergency services: Access to emergency services via SMS for persons with disabilities is provided in 22 EU Member States, the United Kingdom, the three EEA countries and Switzerland. In most countries, such access is provided through the single European emergency number 112, while in some countries it is provided through alternative numbers. According to the ITU survey, in 12 countries emergency services are accessible through an application; in some countries, access through applications is offered regionally. In 10 counties, emergency services are available through telecommunication relay services (TRS), i.e. text or video relay services.

			o	Text and/or video relay services: In 10 countries, there are text and/or video relay services available for the deaf and hard of hearing. Video relay service (VRS) is usually not available 24/7, which is a serious limitation. In several countries, there are also video remote-interpreting services available.

			•	Audiovisual media services: Media service providers may be required by law to make their programmes accessible. The requirements may be detailed by law or by national regulatory authorities (NRAs) or bodies, for example through media service licences. The requirements may apply to all media service providers or only to the public service media (PSM) organizations. Instead of defining clear requirements, some countries merely encourage media service providers under their jurisdiction to ensure that their services are gradually made accessible to persons with disabilities, in particular a visual or hearing impairment. How the transmission of radio and television broadcast channels and related complementary services, in particular accessibility services, are regulated is also important in order to enable appropriate access for end users with disabilities and data supporting connected television services and electronic programme guides (EPGs). This is usually defined by must-carry obligations. A summary of ITU findings:

			o	Subtitles: In 27 countries, media service providers (i.e. broadcasters) are required to provide subtitles. In 21 of them, the requirements apply to all media service providers, while in the other six the requirements apply only to PSM organizations.

			o	Live subtitles: In at least 21 countries, media service providers provide live subtitles.

			o	Audio subtitles: In at least 10 countries, media service providers provide spoken subtitles.

			o	Audio description: In 17 countries, media service providers are required to provide audio description. In 11 of them, the requirements apply to all media service providers, while in the other six the requirements apply only to PSM organizations.

			o	Signing: In 24 countries, media service providers are required to provide signed programmes. In 13 of them, the requirements apply to all media service providers, while in the other 11 the requirements apply only to PSM organizations.

			o	Live signing: In at least 23 countries, media service providers provide live signing. During the COVID-19 pandemic, 40 out of the 46 Europe region countries have been providing sign-language access to COVID-19 public broadcasts, such as national press conferences or news broadcasts.

			o	Website accessibility: In 10 countries, PSM organizations are required to make their websites accessible to persons with disabilities.

			o	Must-carry obligation: More than half of the countries confirmed they have a must-carry obligation enshrined in law and also define accessibility requirements for the transmission of specified radio and television broadcast channels and related complementary services.

			•	Public procurement of ICT products and services: ITU estimates that over 30 countries have enshrined in law functional accessibility requirements for public procurement of ICT products and services, following the adoption of the European public procurement directives in 2014. Some of the non-EU/EEA countries have also reported the application of these requirements in national procurement laws.

			•	Accessibility requirements for products and services: ITU estimates that around one third of the countries regulate specific aspects of accessibility requirements for products and services as foreseen in the European Accessibility Act. There is a lot of room for improvement in this area.

			•	Accessibility requirements for ICT accessibility in education: ITU estimates that more than half of the countries have laws and regulations in place defining accessibility requirements for ICT services and content procured, developed, maintained, made available and used in public and/or private education institutions by administrators, teachers, students and staff.

			2.3	ITU Member State implementation capacity

			All the Europe region countries are committed to ICT accessibility. However, the level of commitment varies across the region. While some countries prescribe only general or minimum requirements in their legal and regulatory frameworks, others set ambitious and forward-looking goals and objectives. The ability to meet commitments also varies among the countries. 

			The majority of EU countries have policies in place to enhance the availability and accessibility of information and communications, as well as of ICT products and services, to ensure that persons with disabilities are afforded the opportunity to acquire the same information, engage in the same interactions and enjoy the same services as persons without disabilities in an equally effective and equally integrated manner. The scope of policies varies among the countries, so ITU can serve as a platform for sharing good practices.

			Most of the countries have policies in place to facilitate and promote accessibility of websites and mobile applications. Here, EU law has exerted a big impact, as almost all countries are following the EU role model. The Web Accessibility Directive has highlighted the importance of organizational alignment with policies and strategies, as well as the importance of monitoring and reporting for successful implementation of commitments.

			Strong commitments have been found in the following policy areas:

			•	Development, promulgation, enforcement and monitoring of the implementation of minimum standards and guidelines for the accessibility of ICT products and services provided to the public, including through the Internet.

			•	Facilitating the use of sign languages and Braille in official interactions. Augmentative and alternative communication, and all other accessible means, modes and formats of communication of their choice for persons with disabilities are also gaining importance, such as closed captions, offline captions and subtitles for the deaf and hard of hearing, communication access real-time translation (CART), and others.

			•	Through the implementation of the Web Accessibility Directive, EU countries are developing and providing role-based ICT accessibility training for stakeholders. Non-EU countries are also developing such training.

			•	Countries are also organizing campaigns and other activities to raise awareness on ICT accessibility issues facing persons with disabilities, an aspect which has been recognized by ITU as an important inhibitor for effective policy implementation.

			The implementation process should be strengthened in the following areas:

			•	Promotion of the design, development, production and distribution of accessible ICTs and ICT systems at an early stage, so that these technologies and systems become accessible at minimum cost.

			•	Promotion of universal design of ICT products and services to be usable by all people, to the greatest extent possible, without the need for adaptation or specialized design, including assistive devices for particular groups of persons with disabilities where this is needed.

			•	Facilitation and promotion of the engagement and participation of persons with disabilities, and representative organizations of persons with disabilities, as appropriate, in the design of accessible and inclusive e-government services.

			•	Employing teachers, including teachers with disabilities, who are qualified in sign language and/or Braille, as well as in digital accessibility, including captioning, electronic document accessibility and web accessibility; training professionals and staff who work at all levels of education on ICT accessibility issues facing persons with disabilities.

			•	Promotion of the adoption of ICT accessibility in education, including role-based ICT accessibility training courses for administrators, teachers and staff in education institutions, and including ICT accessibility content in higher-education curricula.

			•	Undertaking or promoting research and development in respect of universally designed ICT products, services and equipment.

			•	Promoting the use of emerging technologies (artificial intelligence (AI), Internet of Things (IoT), big data, cloud computing) by private- and public-sector stakeholders in order to drive innovation in the design and development of accessible and inclusive ICT products and services.

			Several countries have established dedicated financial schemes to support the provision of accessible information and communications, as well as of ICT products and services, for persons with disabilities. Such schemes, targeted at persons with disabilities, are very important for the empowerment of persons with disabilities, enabling them to purchase equipment which will allow them to lead a more independent life. 

			Organizational alignment with policies and strategies is one of the key factors for effective and successful implementation of such policies and strategies. In most of the countries, responsibilities for of ICT accessibility matters are split among different bodies, such as ministerial departments, national regulatory authorities or bodies in charge of electronic communications or audiovisual media services. Rarely are there dedicated agencies dealing with ICT accessibility across sectors. With the implementation of the Web Accessibility Directive, EU Member States have been required to designate a government body to perform the monitoring and reporting functions, and a body responsible for enforcement. This is good practice also for other accessibility areas.

			ITU estimates that most of the European countries have established one or more focal points and/or coordination mechanisms to secure implementation of the UNCRPD and facilitate related action. Such focal points and/or coordination mechanisms usually include representatives of organizations of persons with disabilities. Moreover, formal procedures of engagement and liaison with organizations of persons with disabilities in consultation processes related to the UNCRPD have also been established. Separate focal points and/or coordination mechanisms may be established in relation to implementation of the ICT accessibility legislation. 

			Regarding independent mechanisms to promote, protect, enforce and monitor the implementation of ICT accessibility laws, regulations, policies and strategies, the majority of countries have established national regulatory authorities or bodies for electronic communications and audiovisual media services. EU countries have also designated bodies to perform the monitoring and reporting functions in regard to website accessibility. There is, however, a lack of such mechanisms for ICT accessibility in other areas (such as accessibility of products and services, and public procurement of ICT products and services).

			There is also a lack of independent monitoring processes involving the participation of civil society, in particular persons with disabilities and their representative organizations, for the implementation of ICT accessibility laws, regulations and policies. National associations or councils may not have the capacities, knowledge and financial means to run independent monitoring processes. However, a few good practices have been reported by Member States with the establishment of proper independent monitoring frameworks and the involvement of organizations of persons with disabilities.

			
Chapter 3.  ITU ICT accessibility framework

			ITU has set digital inclusion and accessibility as one of its top priorities in its strategic plan for the period 2020-2023,10 ensuring that technology serves humanity and the planet. In pursuing its role in facilitating progress towards the implementation of the UN 2030 Agenda for Sustainable Development,11 ITU focuses on how technological advances will contribute to accelerating achievement of the 17 Sustainable Development Goals (SDGs) and related targets by 2030. 

			All Member States of the United Nations are committed to achieving the 2030 Agenda for Sustainable Development and the SDGs. Moreover, they recognize telecommunications/ICTs as a key enabler to accelerate social, economic and environmentally sustainable growth and development, while the spread of ICT and global interconnectedness has great potential to accelerate human progress, to bridge the digital divide and to develop knowledge societies.

			At the Plenipotentiary Conference in Dubai in 2018, the ITU Member States endorsed the ITU Connect 2030 Agenda12 and high-level strategic goals. They agreed that, by 2023, enabling environments ensuring accessible telecommunications/ICTs for persons with disabilities should be established in all countries (Goal 2, Target 2.9).13

			Accessibility has also been identified in the Buenos Aires Action Plan for 2018-202114 as one of the five priority initiatives for the Europe region.15 The regional initiatives provide a roadmap for ITU to follow in the coming years and plot a way forward for all stakeholders for the development ICTs, in agreement with governments. 

			Regional Initiative EUR 3 (Accessibility, affordability and skills development for all to ensure digital inclusion and sustainable development)16 was prepared in line with ITU Resolutions 58 (Rev. Buenos Aires, 2017) of WTDC 17 and 175 (Rev. Dubai, 2018) of the Plenipotentiary Conference18 on ICT accessibility for persons with disabilities and persons with specific needs.

			•	Resolution 58 (Rev. Buenos Aires, 2017) calls upon Member States and Sector Members to take all necessary measures to promote and provide accessibility of ICT products and services.

			•	Resolution 175 (Rev. Dubai, 2018) mandates ITU: (a) to make ITU an accessible organization for persons with disabilities and persons with specific needs, including age-related disabilities, and (b) to promote ICT accessibility and access to ICTs for persons with disabilities and persons with specific needs.

			The ICT accessibility survey for the Europe region has been launched as part of the ITU Regional Initiative on accessibility. One of its expected outcomes is to review the implementation of national commitments in the area of ICT accessibility arising from the UNCRPD, EU accessibility legislation, where applicable, ITU strategic goals and SDGs. 

			It has been designed to provide ITU members and stakeholders from the entire region with a holistic view of the current implementation status in respect of ICT accessibility laws, regulations, policies and strategies. It also aims to identify and promote good practices throughout the region and among all stakeholders.

			Based on the results of the ICT accessibility assessment survey, ITU intends to provide advice to policy-makers and stakeholders throughout the region in the form of good practices and recommendations, and to support ITU member efforts in ensuring that information and communications, as well as ICT products and services, are available and widely accessible to all citizens, and notably persons with disabilities, including intellectual, learning or cognitive disabilities, and without any discrimination based on gender, age or any other grounds. The results will be used to identify regional ICT accessibility needs, and serve as a tool for directing targeted technical assistance to the countries in need, especially in South-Eastern and Eastern Europe. 

			At a policy level, the Europe region ICT accessibility assessment will contribute to the ITU strategic plan for 2020-2023, to Connect 2030 – An agenda to connect all to a better world19 and to the ITU strategic goal on inclusiveness, in particular, Target 2.9: By 2023, enabling environments ensuring accessible telecommunications/ICTs for persons with disabilities should be established in all countries. It will also serve as input for shaping the Accessible Europe 2021 programme,20 for ICT accessibility discussions under the presidencies of the Council of the EU in 2021 and for the preparatory process for the upcoming WTDC in 2021.

			The ICT accessibility assessment comes at a timely moment in regard to implementation of the EU accessibility legislation. The survey has been prepared in line with the accessibility requirements of the EU digital accessibility legislation and the four EU directives that define ICT accessibility: accessibility of the websites and mobile applications of public-sector bodies; accessibility of audiovisual media services; accessibility of electronic communications; and accessibility requirements for ICT products and services (still to be transposed). 

			The ICT accessibility assessment is also timely in relation to the COVID-19 pandemic.21 Availability and affordability of accessible telecommunication/ICT services has never been as crucial as today. Social and physical distancing, self-isolation and quarantine measures due to COVID-19 have greatly increased the demand for accessible telecommunications and Internet access services, which enable people to stay connected with their loved ones and continue to effectively participate in the community. 

			Lack of accessible and affordable telecommunications and Internet access services, however, means that many persons with disabilities, including, but not limited to, deaf, hard-of-hearing, blind and deafblind persons or persons with speech disabilities, are not able to connect with others, which can lead to mental health problems due to isolation and loneliness.22 Moreover, lack of equivalent access to emergency communications23 has been especially alarming as it puts the lives of many persons with disabilities at great risk.

			The COVID-19 pandemic has also highlighted the need for reliable information on the disease and on the emergency measures taken by governments and authorities. Therefore, accessibility of audiovisual media services is of the utmost importance in times of emergency.

			ITU is committed to supporting Member States and stakeholders in their efforts to implement ICT accessibility. It provides a framework and resources to ensure digital inclusion for all people, including persons with disabilities (see Annex 3 to this report).

			
Chapter 4.  The ICT assessment framework

			4.1	The Convention on the Rights of Persons with Disabilities 

			The legal framework for ICT accessibility is primarily defined by the international human rights framework for the protection of rights of persons with disabilities, established by the United Nations Convention on the Rights of Persons with Disabilities (UNCRPD). This is the first legally binding instrument with comprehensive protection of the rights of persons with disabilities, which sets out legally binding obligations on States to promote, protect and ensure the rights of persons with disabilities.24 

			The notion of equality in international law has changed over the past decades and there has been a conceptual shift from formal equality to substantive equality that has an impact on the duties of States party. The obligation to provide accessibility is an essential part of the new duty to respect, protect and fulfil equality rights. Accessibility should therefore be considered in the context of the right to access from the specific perspective of disability. The right to access for persons with disabilities is ensured through strict implementation of accessibility standards.25

			As emphasized by the UN Committee on the Rights of Persons with Disabilities, accessibility is a general principle, a separate right in Article 9 of the UNCRPD as well as a precondition and a means to achieve de facto equality for all persons with disabilities to live independently and participate fully and equally in society.26 In particular, without access to information and communication, including information and communication technologies and systems, and to products or services provided to the public, persons with disabilities would not have equal opportunities for participation in their respective societies. For persons with disabilities to effectively participate in the community, States parties must therefore address accessibility of information and communication services, which must be available and usable for all persons with disabilities on an equal basis with others.

			ICT accessibility requirements in the UNCRPD are defined by Articles 9 (Accessibility) and 21 (Freedom of expression and opinion, and access to information).

			Article 9 sets out requirements and standards of accessibility for States party, which include States and State entities. It is a general obligation and applies to all relevant provisions in the UNCRPD. In accordance with Article 9, States have been required to take appropriate measures to ensure to persons with disabilities access, on an equal basis with others, to information and communications, including information and communication technologies and systems, including:

			•	to promote access for persons with disabilities to new information and communication technologies and systems, including the Internet (Art. 9, para. 2 (g));

			•	to promote the design, development, production and distribution of accessible ICTs and systems at an early stage, so that these technologies and systems become accessible at minimum cost (Art. 9, para. 2 (h)).

			Moreover, the States parties have been required to ensure to persons with disabilities access, on an equal basis with others, to services open or provided to the public, both in urban and in rural areas, including: 

			•	to develop, promulgate and monitor the implementation of minimum standards and guidelines for the accessibility of facilities and services open or provided to the public (Art. 9, para. 2 (a));

			•	to provide training for stakeholders on accessibility issues facing persons with disabilities (Art. 9, para. 2 (c));

			•	to promote appropriate forms of assistance and support to persons with disabilities to ensure their access to information (Art. 9, para. 2 (f)).

			The scope of Article 9 is not only legally binding for States party, but also implicates private actors, by requiring States party:27

			•	to ensure that private entities that offer facilities and services which are open or provided to the public take into account all aspects of accessibility for persons with disabilities (Art. 9, para. 2 (b)).

			In other words, although the UNCRPD is not directly legally binding on private actors (as only States can be bound by international treaties), it obligates States party to ensure that private actors that are open to the general public and over whom they have control act in a manner consistent with the goals and obligations of Article 9. The duty to observe accessibility standards applies equally to the public and private sectors.28

			In relation to ICT accessibility, it is important to emphasize that accessibility and reasonable accommodation29 are two distinct concepts of equality laws and policies.30

			•	Accessibility duties relate to groups and must be implemented gradually but unconditionally.31

			•	Reasonable accommodation duties, on the other hand, are individualized, apply immediately to all rights and may be limited by disproportionality.32

			As the gradual realization of accessibility of information and communication services may take time, reasonable accommodation may be used as a means to provide access to an individual in the meantime, as it is an immediate duty.33

			Articles 9 and 21 intersect on the issue of information and communication.34 Article 9 imposes a duty on States party to ensure that persons with disabilities are able to access services open to or provided to the public on an equal basis with others, while Article 21 provides that States parties “shall take all appropriate measures to ensure that persons with disabilities can exercise the right to freedom of expression and opinion, including the freedom to seek, receive and impart information and ideas on an equal basis with others and through all forms of communication of their choice”.35

			Article 21 describes in detail how the accessibility of information and communications can be ensured in practice. It sets out a number of measures for States party to ensure that persons with disabilities can exercise the right to freedom of expression and opinion on an equal basis with others and through all forms of communication of their choice, including by:36

			•	providing information intended for the general public to persons with disabilities in accessible formats and technologies appropriate to different kinds of disabilities in a timely manner and without additional cost (Art. 21 (a));

			•	accepting and facilitating the use of sign languages, Braille, augmentative and alternative communication and all other accessible means, modes and formats of communication of their choice by persons with disabilities in official interactions (Art. 21 (b));

			•	urging private entities that provide services to the general public, including through the Internet, to provide information and services in accessible and usable formats for persons with disabilities (Art. 21 (c));

			•	encouraging the mass media, including providers of information through the Internet, to make their services accessible to persons with disabilities (Art. 21 (d)).

			The UNCRPD has been ratified or acceded to by 44 of the 46 ITU Europe region Member States (as at November 2020).37 Not all of them, though, have ratified or acceded to the Optional Protocol to the UNCRPD (for more details, see also Annex 1 to this report).38

			4.2	EU accessibility legislation

			The ITU Europe region ICT accessibility survey has focused on the EU secondary legislation39 and the four EU directives defining ICT accessibility:

			•	Directive (EU) 2016/2102 on the accessibility of the websites and mobile applications of public-sector bodies (Web Accessibility Directive).40

			•	Directive (EU) 2018/1808 amending Directive (EU) 2010/13 on audiovisual media services (Audiovisual Media Services Directive).41

			•	Directive (EU) 2018/1972 on establishing the European Electronic Communications Code (EECC).42

			•	Directive (EU) 2019/882 on the accessibility requirements for products and services, also known as the European Accessibility Act.43

			In addition, EU public procurement directives require that accessibility criteria for persons with disabilities or design for all users be included in the technical specifications for all public procurement the subject of which is intended for use by persons, whether the general public or staff of the contracting authority, except in duly justified cases.

			All these directives apply to EU Member States and to members of the EEA, which include Iceland, Liechtenstein and Norway.

			4.2.1	Accessibility of public-sector websites and mobile applications 

			Accessibility scope

			Directive (EU) 2016/2102 on the accessibility of the websites and mobile applications of public-sector bodies – the Web Accessibility Directive – lays down the rules requiring Member States to ensure that websites, independently of the device used for access thereto, and mobile applications of public-sector bodies meet the stipulated accessibility requirements. It aims to make public-sector websites and mobile applications more accessible, and to harmonize varying standards within the EU, reducing barriers for developers of accessibility-related products and services.

			EU Member States must ensure that websites and mobile applications of public-sector bodies are ‘more accessible’, particularly for persons with disabilities, by making them ‘perceivable, operable, understandable and robust’. 

			The harmonized European standard EN 301 549, V2.1.2 (2018-08)44,45 (based on and in line with the Web Content Accessibility Guidelines (WCAG) 2.1, Level AA)46 provides presumption of conformity with the accessibility requirements of the directive. 

			Public-sector bodies must regularly provide a detailed, comprehensive and clear accessibility statement on how their websites and mobile applications comply with the accessibility requirements, including:47

			•	an explanation for any inaccessible elements, and information on accessible alternatives;

			•	a description of how a user may report any failure to comply with the directive and request information that is excluded from the scope of the directive;

			•	a link to a complaint mechanism if the response is inadequate.

			•	EU Member States must also:

			•	facilitate the application of the accessibility requirements to other type of websites and mobile applications covered by existing national laws;

			•	facilitate training programmes on the accessibility of websites and mobile applications;

			•	raise awareness of the accessibility requirements;

			•	share best practices, facilitated by the European Commission;

			•	ensure the availability of an adequate and effective enforcement procedure.

			Member States may maintain or introduce measures in conformity with EU law which go beyond the minimum requirements for accessibility of websites and mobile applications established by the directive (Art. 2). This means that the directive lays down minimum accessibility requirements, but individual Member States may also adopt more far-reaching regulations.

			Exclusion from the scope

			The Web Accessibility Directive provides for exceptions to compliance with the accessibility requirements for the following websites and mobile applications:

			•	websites and mobile applications of public service broadcasters and their subsidiaries, and of other bodies or their subsidiaries fulfilling a public service broadcasting remit (Art. 1, para. 3 (a));

			•	websites and mobile applications of non-governmental organizations (NGOs) that do not provide services that are essential to the public, or services that specifically address the needs of, or are meant for, persons with disabilities (Art. 1, para. 3 (b));

			•	in addition, Member States may exclude websites and mobile applications of schools, kindergartens or nurseries, except for the content thereof relating to essential online administrative functions (Art. 1, para. 5).

			The directive does not apply to the following content (Art. 1, para. 4 (a)-(h)), although Member States can decide not to adopt all of these exclusions:

			•	office file formats published before 23 September 2018, unless such content is needed for active administrative processes relating to the tasks performed by the public-sector body concerned;

			•	pre-recorded time-based media published before 23 September 2020;

			•	live time-based media (i.e. live streaming of audio and video);

			•	online maps and mapping services, as long as essential information is provided in an accessible digital manner for maps intended for navigational use;

			•	third-party content that is neither funded nor developed by, nor under the control of, the public-sector body concerned;

			•	reproductions of items in heritage collections that cannot be made fully accessible;

			•	content of extranets and intranets, intended for a closed group of people, published before 23 September 2019, until they have a major update;

			•	content of websites and mobile applications qualifying as archives, published before 23 September 2019, if their content is not needed for administrative processes.

			Monitoring

			EU Member States must verify compliance of websites and mobile applications with the accessibility requirements in accordance with Commission implementing Decision (EU) 2018/1524,48 which establishes a methodology for monitoring the conformity of websites and mobile applications of public-sector bodies with the accessibility requirements laid down in Article 4 of Directive (EU) 2016/2102.

			The monitoring methodology includes (Art. 8, para. 3):

			•	the periodicity of the monitoring and sampling arrangements of the websites and mobile applications that are to be subject to monitoring;

			•	at website level, the sampling of webpages, of the content on those pages and of the content of mobile apps;

			•	at mobile application level, the content to be tested, taking into account the moment of the initial release of the application and of subsequent functionality updates;

			•	a description of the way to determine compliance or non-compliance with the accessibility requirements;

			•	where deficiencies are identified, a mechanism to help public-sector bodies correct them; and

			•	arrangements for automatic, manual and usability tests, in combination with the sampling settings, in a way which is compatible with the periodicity of the monitoring and reporting.

			Reporting

			EU Member States must report to the European Commission in accordance with Commission Implementing Decision (EU) 2018/1524, which also establishes the arrangements for reporting on the outcome of the monitoring, including the measurement data (Art. 8, para. 4).

			By 23 December 2021, and every three years thereafter, EU Member States must submit to the Commission a report on the outcome of the monitoring, including the measurement data, and on the use of the enforcement procedure. 

			In relation to the additional measures adopted pursuant to Article 7, the first report shall also cover the following:

			•	a description of the mechanisms set up by Member States for consulting with relevant stakeholders on the accessibility of websites and mobile applications;

			•	procedures to make public any developments in accessibility policy relating to websites and mobile applications;

			•	experiences and findings from the implementation of the rules on conformity with the accessibility requirements; and

			•	information on training and awareness-raising activities.

			The content of all the reports will be made public in an accessible format. 

			Table 1: Timeline of Directive (EU) 2016/2102 on the accessibility of the websites and mobile applications of public-sector bodies

			
				
					
					
				
				
					
							
							2 December 2016

						
							
							Publication of Directive (EU) 2016/2102 in the Official Journal.

						
					

					
							
							By 23 September 2018

						
							
							EU Member States have to incorporate Directive (EU) 2016/2102 into national law, i.e. they have to bring into force the laws, regulations and administrative provisions necessary to comply with the directive.

						
					

					
							
							By 23 September 2018

						
							
							EU Member States must inform the European Commission of the body designated to perform the monitoring and reporting functions, and of the body responsible for the enforcement of Directive (EU) 2016/2102.

						
					

					
							
							12 October 2018

						
							
							Publication of Commission Implementing Decision (EU) 2018/1523 in the Official Journal, establishing a model accessibility statement.

						
					

					
							
							12 October 2018

						
							
							Publication of Commission Implementing Decision (EU) 2018/1524 in the Official Journal, establishing a monitoring methodology (for monitoring the conformity of websites and mobile applications with the accessibility requirements) and the arrangements for reporting by Member States.

						
					

					
							
							21 December 2018

						
							
							Publication of Commission Implementing Decision (EU) 2018/2048 in the Official Journal, containing the reference to the harmonized standard for websites and mobile applications drafted in support of Directive (EU) 2016/2102.

						
					

					
							
							From 23 September 2019

						
							
							Websites of public-sector bodies published from 23 September 2018 onwards must be accessible.

						
					

					
							
							From 23 September 2020

						
							
							Websites of public-sector bodies published before 23 September 2018 must be accessible.

							Pre-recorded time-based media must be accessible. 

						
					

					
							
							From 23 June 2021

						
							
							Mobile applications of public-sector bodies must be accessible.

						
					

					
							
							By 23 June 2022

						
							
							The European Commission must carry out a review of the application of Directive (EU) 2016/2102, taking into account the Member States reports on the outcome of their monitoring and enforcement; as well as the technological advances that could make accessibility easier for some types of content excluded from the scope of the directive.

						
					

				
			

			For an overview of accessibility measures with regard to accessibility of public-sector websites and mobile applications, see Annex 4 to this report.

			Figure 1: Timeline of the publication of Directive (EU) 2016/2102
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			Source: European Union

			4.2.2	Accessibility of audiovisual media services

			Accessibility scope

			Directive 2010/13/EU amended by Directive (EU) 2018/1808/EU - the Audiovisual Media Services Directive (AVMSD) - aims to create and ensure the proper functioning of a single EU market for audiovisual media services (AVMS), while contributing to the promotion of cultural diversity and providing an adequate level of consumer and child protection.

			The AVMSD governs EU-wide coordination of national legislations on all audiovisual media, both traditional TV broadcasts and on-demand audiovisual media services, in the area of accessibility for persons with disabilities.49 

			The amended and updated AVMSD, as part of the digital single market strategy, strengthens accessibility requirements for audiovisual content.50 Ensuring the accessibility of audiovisual content is an essential requirement in the context of the commitments undertaken under the UNCRPD. The right of persons with disabilities and of older persons to participate and be integrated in social and cultural life is inextricably linked to the provision of accessible AVMS.

			EU Member States must ensure, without undue delay, that services provided by media service providers under their jurisdiction are made continuously and progressively more accessible to persons with disabilities, in particular those with a visual or hearing impairment. 

			Accessibility of AVMS is provided through proportionate measures, taking into account the practical and unavoidable constraints that could prevent full accessibility, such as programmes or events broadcast in real time (Art. 7, para. 1; and preambular para. 22). The means to achieve the accessibility of AVMS include, but are not limited to (preambular para. 23):

			•	sign language;

			•	subtitling;

			•	spoken subtitles;

			•	audio description; and

			•	easily understandable menu navigation.

			Member States must also ensure that emergency information, including public communications and announcements in natural disaster situations, that is made available to the public through audiovisual media services, is provided in a manner which is accessible to persons with disabilities.

			Exclusion from the scope

			The AVMSD does not cover features or services providing access to AVMS, nor does it cover accessibility features of EPGs. Therefore, the AVMSD is without prejudice to EU law, which aims to harmonize the accessibility of services providing access to AVMS, such as websites, online applications and EPGs, or the provision of information on accessibility and in accessible formats.

			Information and complaint handling

			Each Member State must designate a single, easily accessible, including by persons with disabilities, and publicly available online point of contact for providing information and receiving complaints regarding any accessibility issues referred to in Article 7 of the AVMSD.

			National regulatory authorities or bodies

			The AVMSD confers new duties on national regulatory authorities or bodies in the field of AVMS with regard to accessibility. It also reinforces the independence of NRAs, for which Member States must ensure that:

			•	the competences and powers of NRAs, as well as the ways of making them accountable, are clearly defined in law;

			•	NRAs have adequate financial and human resources and enforcement powers to carry out their functions effectively and to contribute to the work of the European Regulators Group for Audiovisual Media Services (ERGA);

			•	NRAs exercise their powers impartially and transparently and in accordance with the objectives of the AVMSD, in particular media pluralism, cultural and linguistic diversity, consumer protection, accessibility, non-discrimination, the proper functioning of the internal market and the promotion of fair competition.

			The amended AVMSD provides ERGA with new powers to exchange experience and best practices on the application of the regulatory framework for AVMS, including on accessibility.

			Reporting

			In order to measure the progress that media service providers have made in making their services progressively accessible to persons with visual or hearing disabilities, Member States must require media service providers established on their territory to report to them on a regular basis on the implementation of accessibility measures.

			Member States must also encourage media service providers to develop accessibility action plans for continuously and progressively making their services more accessible to persons with disabilities. Any such action plan must be communicated to national regulatory authorities or bodies.

			By 19 December 2022, and every three years thereafter, Member States must report to the European Commission on the implementation of accessibility measures.

			By 19 December 2022 at the latest, and every three years thereafter, the Commission must submit to the European Parliament, to the Council and to the European Economic and Social Committee a report on the application of the AVMSD.

			Table 2: Timeline of the publication of Directive (EU) 2018/1808 amending Directive (EU) 2010/13 on audiovisual media services

			
				
					
					
				
				
					
							
							28 November 2018

						
							
							Publication of Directive (EU) 2018/1808 in the Official Journal.

						
					

					
							
							By 19 September 2020

						
							
							EU Member States have to incorporate the amendments introduced by Directive (EU) 2018/1808 into national law, i.e. they have to bring into force the laws, regulations and administrative provisions necessary to comply with the directive.

						
					

					
							
							From 19 September 2020

						
							
							Member States must ensure that services provided by media service providers under their jurisdiction are made continuously and progressively more accessible to persons with disabilities through proportionate measures.

						
					

					
							
							By 19 December 2022

						
							
							Deadline for the first report of the EU Member States to the European Commission on the implementation of accessibility of audiovisual media services to persons with disabilities. The Member States must report every three years thereafter. 

						
					

					
							
							By 19 December 2022

						
							
							Deadline for the first report of the European Commission to the European Parliament, to the Council and to the European Economic and Social Committee on the application of the directive. The Commission must report every three years thereafter.

						
					

					
							
							By 19 December 2026

						
							
							Deadline for an ex-post evaluation by the European Commission on the impact of Directive (EU) 2018/1808 and its added value, accompanied where appropriate by proposals for its review. The evaluation must be submitted to the European Parliament and the Council.

						
					

				
			

			For an overview of accessibility measures with regard to accessibility of audiovisual media services, see Annex 5 to this report.

			Figure 2: Timeline of the publication of Directive (EU) 2018/1808
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			Source: European Union

			4.2.3	Accessibility of electronic communications

			Accessibility scope

			Directive (EU) 2018/1972 on establishing the European Electronic Communications Code (EECC) establishes a harmonized framework for the regulation of electronic communications networks, electronic communications services, associated facilities and associated services, and certain aspects of terminal equipment. It lays down tasks of NRAs and, where applicable, of other competent authorities, and establishes a set of procedures to ensure harmonized application of the regulatory framework throughout the EU.

			The EECC aims, among others, to ensure the provision of good-quality, affordable, publicly available electronic communications services to end users throughout the EU. It aims to ensure that persons with disabilities have equivalent access to electronic communications services as enjoyed by other end users.

			Key accessibility-related requirements

			•	Affordable universal service (Art. 84): 

			o	Member States must ensure that all consumers in their territories have access at an affordable price to an adequate broadband Internet access service and to voice communications services at the quality specified in their territories, at a fixed location (Art. 84, para. 1).

			o	Member States may also ensure the affordability of the aforementioned services that are not provided at a fixed location where they consider this to be necessary to ensure consumers’ full social and economic participation in society (Art. 84, para. 2).

			o	Member States may, in light of national conditions and the minimum bandwidth enjoyed by the majority of consumers within the territory of that Member State and taking into account the report of the Body of European Regulators for Electronic Communications (BEREC) on best practice, define the adequate broadband Internet access service with a view to ensuring the bandwidth necessary for social and economic participation in society. The adequate broadband Internet access service must be capable of delivering the bandwidth necessary for supporting at least the minimum set of services as set out in Annex V to the EECC, including e-mail, basic training and education online tools, social media and instant messaging, calls and video calls, etc. (Art. 84, para. 3, first subpara.).

			o	BEREC has already drawn up a report on Member State best practices to support the defining of adequate broadband Internet access service, after consulting stakeholders and in close cooperation with the European Commission.51 The report shall be updated regularly to reflect technological advances and changes in consumer usage patterns (Art. 84, para. 3, second subpara.).

			o	Member States may extend the measures of Article 84 to end users that are microenterprises and small and medium-sized enterprises and not-for-profit organizations (Art. 84, para. 5).

			•	Provision of affordable universal service (Art. 85):

			o	NRAs, in coordination with other competent authorities, must monitor the evolution and level of retail prices of the broadband Internet access service and voice communications services (as referred to in Art. 84, para. 1) available on the market, in particular in relation to national prices and national consumer income (Art. 85, para. 1).

			o	When Member States establish that retail prices for broadband Internet access service and voice communications services are not affordable, because consumers with low income or special social needs (including persons with disabilities) are prevented from accessing such services, they must take measures to ensure affordability of these services for such consumers at least at a fixed location (Art. 85, para. 2, first subpara.; and preambular para. 219).

			o	Member States may ensure that support is provided to such consumers for communication purposes or require providers of such services to offer to those consumers tariff options or packages different from those provided under normal commercial conditions, or both. For that purpose, Member States may require such providers to apply common tariffs, including geographic averaging, throughout the territory (Art. 85, para. 2, second subpara.).

			o	Member States may decide to impose the obligation to offer those specific tariff options or packages only on designated undertakings. In this case, Member States must ensure that all consumers with low income or special social needs (including persons with disabilities) benefit from a choice of undertakings offering tariff options addressing their needs, unless ensuring such choice is impossible or would create an excessive additional organizational or financial burden (Art. 85, para. 2, third subpara.; and preambular para. 219). Options for persons with disabilities with low income to access special tariffs are already available in several EU Member States. 

			o	Member States must ensure that appropriate support is provided to consumers with disabilities. They must also ensure that other specific measures are taken to ensure that related terminal equipment (this could include, for example, accessible smartphones or other accessible equipment, such as tablets, capable of calling, notebooks or computers), and specific equipment (this could include, for example, assistive technologies) and specific services that enhance equivalent access (e.g. total conversation services and relay services), are available and affordable to persons with disabilities (Art. 85, para. 4).

			•	Availability of universal service (Art. 86):

			o	Where a Member State establishes that the availability at a fixed location of an adequate broadband Internet access service and of voice communications services cannot be ensured under normal commercial circumstances or through other potential public policy tools in its national territory or different parts thereof, it may impose appropriate universal service obligations to meet all reasonable requests by end users for accessing those services in the relevant parts of its territory (Art. 86, para. 1).

			•	Status of the existing universal service (Art. 87):

			o	Member States may continue to ensure the availability or affordability of other services than adequate broadband Internet access service and voice communications services at a fixed location that were in force on 20 December 2018, if the need for such services is established in light of national circumstances. These services include the provision of public payphones to the general public, and directories and directory enquiry services (Art. 87, para.1, first subpara.; and preambular para. 235). 

			•	Missing-children and child-helpline hotlines (Art. 96):

			o	Member States must ensure that end users have access free of charge to a service operating a hotline to report cases of missing children. The hotline must be available on the number ‘116000’ (Art. 96, para. 1).

			o	Member States must ensure that end users with disabilities are able to access services provided under the number ‘116000’ to the greatest extent possible, including while travelling in other Member States (Art. 96, para. 2).

			o	In parallel with the missing-children hotline number ‘116000’, many Member States also ensure that children have access to a child-friendly service operating a helpline that helps children in need of care and protection through the use of the number ‘116111’ (preambular para. 253).

			o	Member States and the European Commission must ensure that end users are adequately informed of the existence and use of services provided under the numbers ‘116000’ and, where appropriate, ‘116111’ (Art. 96, para. 4).

			•	Non-discrimination (Art. 99):

			o	Providers of electronic communications networks or services must not apply any different requirements or general conditions of access to, or use of, networks or services to end users, for reasons related to the end-user nationality, place of residence or place of establishment, unless such different treatment is objectively justified (Art. 99, single para.).

			•	Fundamental rights safeguard (Art. 100):

			o	National measures regarding end-user access to, or use of, services and applications through electronic communications networks must respect the Charter of Fundamental Rights of the European Union52 and general principles of EU law (Art. 100, para. 1).

			o	Any measure regarding end-user access to, or use of, services and applications through electronic communications networks that limit the exercise of the rights or freedoms recognized by the abovementioned Charter may be imposed only if it is provided for by law and respects those rights or freedoms, is proportionate, necessary, and genuinely meets general-interest objectives recognized by EU law or the need to protect the rights and freedoms of others (Art. 100, para. 2).

			•	Level of harmonization (Art. 101):

			o	Member States must not maintain or introduce in their national law end-user protection provisions diverging from Articles 102 to 115, including more, or less, stringent provisions to ensure a different level of protection, unless exceptions are provided in the provisions on end-user rights (Art. 101, para. 1).

			•	Information requirements for contracts (Art. 102):

			o	Providers of publicly available electronic communications services must provide information about the services offered, in a clear and comprehensible manner on a durable medium or in an easily downloadable document. Upon request, the information must be provided in an accessible format for end users with disabilities in accordance with EU law harmonizing accessibility requirements for products and services (Art. 102, para. 1).

			o	Information must also be provided to end users that are microenterprises or small enterprises or not-for-profit organizations, unless they have explicitly agreed to waive all or parts of those provisions (Art. 102, para. 2).

			o	Providers of publicly available electronic communications services must provide consumers with a concise and easily readable contract summary. That summary shall identify the main elements of the information requirements, including the extent to which the products and services are designed for end users with disabilities (Art. 102, para. 3).

			•	Transparency, comparison of offers and publication of information (Art. 103):

			o	Competent authorities, in coordination, where relevant, with NRAs, must ensure that end users are informed about the services provided, and that providers of Internet access services or publicly available interpersonal communications services publish and regularly update information, such as contact details, description of services offered and dispute resolution mechanisms, in a clear, comprehensive, machine-readable manner and in an accessible format for end users with disabilities (Art. 103, para. 1).

			o	The authorities must also ensure that end users have access free of charge to at least one independent comparison tool which enables them to compare and evaluate different Internet access services and publicly available number-based interpersonal communications services, and, where applicable, publicly available number-independent interpersonal communications services, with regard to (a) prices and tariffs of services provided, and (b) the quality-of-service performance (Art. 103, para. 2).

			o	The comparison tools must meet several conditions, including the use of plain and unambiguous language and the provision of accurate and up-to-date information to end users (Art. 103, para. 3).

			•	Quality of service related to Internet access services and publicly available interpersonal communications services (Art. 104):

			o	NRAs, in coordination with other competent authorities, may require providers of Internet access services and of publicly available interpersonal communications services to publish comprehensive, comparable, reliable, user-friendly and up-to-date information for end users on the quality of their services, and on measures taken to ensure equivalence in access for end users with disabilities. They may also require providers of publicly available interpersonal communication services to inform consumers if the quality of the services they provide depends on any external factors, such as control of signal transmission or network connectivity (Art. 104, para. 1; and preambular para. 271).

			o	BEREC, after consulting stakeholders, and in close cooperation with the European Commission, has already adopted guidelines detailing the relevant quality-of-service parameters, including parameters relevant for end users with disabilities, the applicable measurement methods, the content and format of publication of the information, and quality-certification mechanisms (Art. 104, para. 2, second subpara.).53

			•	Availability of services (Art. 108):

			o	Member States must take all necessary measures to ensure the fullest possible availability of voice communications services and Internet access services provided over public electronic communications networks in the event of catastrophic network breakdown or in cases of force majeure. Member States must ensure that providers of voice communications services take all necessary measures to ensure uninterrupted access to emergency services and uninterrupted transmission of public warnings.

			•	Emergency communications and the single European emergency number (Art. 109):

			o	Member States must ensure that providers of number-based interpersonal communications services, where those services allow end users to originate calls to a number in a national or international numbering plan, provide access to the emergency services through emergency communications free of charge and without having to use any means of payment, by using the single European emergency number 112 and any national emergency number specified by Member States (Art. 109, para. 1).

			o	Member States must ensure that providers of publicly available number-based interpersonal communications services, where those services allow end users to originate calls to a number in a national or international numbering plan, provide access to emergency services through emergency communications to the most appropriate public-safety answering point (PSAP) (Art. 109, para. 2).

			o	Member States must ensure that access for end users with disabilities to emergency services is available through emergency communications and is equivalent to that enjoyed by other end users, in accordance with EU law harmonizing accessibility requirements for products and services (i.e. the European Accessibility Act). The European Commission and NRAs or other competent authorities must take appropriate measures to ensure that, whilst travelling in another Member State, end users with disabilities can access emergency services on an equivalent basis with other end users, where feasible without any pre-registration (Art. 109, para. 5).

			o	Member States must ensure that end users are adequately informed about the existence and the use of the single European emergency number 112, as well as its accessibility features, including through initiatives specifically targeting persons travelling between Member States and end users with disabilities. That information shall be provided in accessible formats, addressing different types of disabilities (Art. 109, para. 7).

			o	In order to ensure effective access to emergency services through emergency communications to the single European emergency number 112 in the Member States, the European Commission shall, after consulting BEREC, adopt delegated acts on the measures necessary to ensure the compatibility, interoperability, quality, reliability and continuity of emergency communications in the EU with regard to caller location information solutions, access for end users with disabilities and routing to the most appropriate PSAP. The first such delegated act is to be adopted by 21 December 2022 (Art. 109, para. 8). 

			•	Equivalent access and choice for end users with disabilities (Art. 111):

			o	Member States must ensure that the competent authorities specify requirements to be met by providers of publicly available electronic communications services to ensure that end users with disabilities: (a) have access to electronic communications services, including the related contractual information, equivalent to that enjoyed by the majority of end users; and (b) benefit from the choice of undertakings and services available to the majority of end users (Art. 111, para. 1).

			o	In taking these measures, Member States must encourage compliance with the relevant standards or specifications laid down in accordance with the provisions of Article 39 on standardization (Art. 111, para. 2).

			•	Public warning systems (Art. 110):

			o	By 21 June 2022, Member States must ensure that, when public warning systems regarding imminent or developing major emergencies and disasters are in place, public warnings are transmitted by providers of mobile number-based interpersonal communications services to the end users concerned (Art. 110, para  1).

			o	In addition, Member States may determine that public warnings be transmitted through publicly available electronic communications services other than mobile number-based interpersonal communications services, and other than broadcasting services, or through a mobile application relying on an Internet access service, provided that the effectiveness of the public warning system is equivalent in terms of coverage and capacity to reach end users, including those only temporarily present in the area concerned, taking utmost account of BEREC guidelines (Art. 110, para. 2, first subpara.).

			o	BEREC has already adopted the guidelines on how to assess whether the effectiveness of public warning systems is equivalent to the effectiveness of public warning systems based on mobile number-based interpersonal communications services (Art. 110, para. 2, second subpara.).54

			•	‘Must-carry’ obligations (Art. 114):

			o	Member States may impose reasonable ‘must-carry’ obligations for the transmission of specified radio and television broadcast channels and related complementary services, in particular accessibility services to enable appropriate access for end-users with disabilities and data supporting connected television services and EPGs, on undertakings under their jurisdiction providing electronic communications networks and services used for the distribution of radio or television broadcast channels to the public, where a significant number of end users of such networks and services use them as their principal means to receive radio and television broadcast channels. Member States may impose such obligations only where they are necessary to meet general-interest objectives, which must be clearly defined. The obligations must be proportionate and transparent (Art. 114, para. 1).

			Table 3: Timeline of Directive (EU) 2018/1972 on establishing the European Electronic Communications Code (EECC)

			
				
					
					
				
				
					
							
							17 December 2018

						
							
							Publication of Directive (EU) 2018/1972 in the Official Journal.

						
					

					
							
							By 21 December 2020

						
							
							EU Member States have to incorporate Directive (EU) 2018/1972 into national law, i.e. they have to adopt and publish the laws, regulations and administrative provisions necessary to comply with the directive.

						
					

					
							
							From 21 December 2020

						
							
							Member States must apply the measures required under Directive (EU) 2018/1972 as from this date.

						
					

					
							
							By 21 December 2020

						
							
							Deadline for the first report by the European Commission to the European Parliament and to the Council on the effectiveness of the implementation of the single European emergency number 112. This reporting must be carried out every two years thereafter.

						
					

					
							
							By 21 December 2021

						
							
							BEREC shall monitor market and technological developments regarding the different types of electronic communications services and shall publish an opinion on such developments and on their impact on the application of Title III (End-user rights) of Part III (Services) of the EECC.

						
					

					
							
							By June 2022

						
							
							EU Member States must ensure that, when public warning systems regarding imminent or developing major emergencies and disasters are in place, public warnings are transmitted by providers of mobile number-based interpersonal communications services to the end users concerned (or through equivalent public warning systems).

						
					

					
							
							By 21 December 2025

						
							
							Deadline for the report by the European Commission on the functioning of Directive (EU) 2018/1972 to the European Parliament and to the Council. This reporting must be carried out every five years thereafter.

						
					

					
							
							By 21 December 2025

						
							
							Deadline for the review by the European Commission of the scope of universal service, in particular with a view to proposing to the European Parliament and to the Council that the scope be changed or redefined. This review must be carried out every five years thereafter.

						
					

				
			

			For an overview of accessibility measures with regard to accessibility of accessibility of electronic communications, see Annex 6 to this report.

			Figure 3: Timeline of the publication of Directive (EU) 2018/1972 
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			4.2.4	Accessibility of products and services

			Accessibility scope

			Directive (EU) 2019/882 on the accessibility requirements for products and services – the European Accessibility Act – aims to improve the proper functioning of the internal EU market by approximating the laws, regulations and administrative provisions of the Member States as regards accessibility requirements for certain products and services by, in particular, eliminating and preventing barriers to the free movement of products and services arising from divergent accessibility requirements in the Member States (preambular para. 1). It also aims to bring benefits to businesses, especially small and medium-sized enterprises, to persons with disabilities and to older persons.

			The directive applies to the following products and services:

			•	Products placed on the market after 28 June 2025 (Art. 2, para. 1):

			o	consumer general-purpose computer hardware systems and operating systems for those hardware systems (i.e. computers, notebooks, tablets, and their operating systems, such as, for example, Windows or OS X);

			o	payment terminals;

			o	self-service terminals related to the services covered by the directive (i.e. automated teller machines (ATMs), ticketing machines, check-in machines and interactive self-service terminals providing information, excluding terminals installed as integrated parts of transport vehicles, aircraft, ships or rolling stock);

			o	consumer terminal equipment with interactive computing capability, used for electronic communications services (i.e. smartphones and other equipment, such as tablets, capable of calling);

			o	consumer terminal equipment with interactive computing capability, used for accessing audiovisual media services (i.e. smart TVs); 

			o	e-readers.

			•	Services provided to consumers after 28 June 2025 (Art. 2, para. 2):

			o	electronic communications services (i.e. telephony services);

			o	services providing access to audiovisual media services (e.g. websites or applications of media service providers, such as providers of TV broadcasting or on-demand audiovisual media services);

			o	the following elements of air, bus, rail and waterborne passenger transport services (except urban, suburban and regional services for which only the elements under the fifth item apply):

			-	websites;

			-	mobile device-based services, including mobile applications;

			-	electronic tickets and electronic ticketing services;

			-	delivery of transport service information, including real-time travel information;

			-	interactive self-service terminals, except those installed as integrated parts of vehicles, aircraft, ships or rolling stock;

			o	consumer banking services;

			o	e-books and dedicated software;

			o	e-commerce services (i.e. services provided at a distance, through websites and mobile device-based services by electronic means and at the individual request of a consumer with a view to concluding a consumer contract).

			•	Answering emergency communications to the single European emergency number 112 (Art. 2, para. 3).

			Exclusion from the scope

			The directive does not apply to the following content of websites and mobile applications (Art. 2, para. 4):

			•	pre-recorded time-based media published before 28 June 2025;

			•	office file formats published before 28 June 2025;

			•	online maps and mapping services, if essential information is provided in an accessible digital manner for maps intended for navigational use;

			•	third-party content that is neither funded, developed by or under the control of the economic operator concerned;

			•	content of websites and mobile applications qualifying as archives, meaning that they only contain content that is not updated or edited after 28 June 2025.

			The directive also contains exemptions from complying with the accessibility requirements for microenterprises providing services, as well as for urban and suburban transport services and regional transport services. 

			Accessibility requirements

			Member States must ensure that economic operators only place on the market products and only provide services that comply with the accessibility requirements set out in Annex I to the directive, to the extent that these do not result in fundamental alteration or impose a disproportionate burden on operators (Art. 4, para. 1).

			•	Products must:

			o	be designed and produced to maximize their use by people with disabilities;

			o	comply with detailed rules on information and instructions, user interface and functionality design, support services and packaging.

			•	Services must:

			o	provide information about the service, its accessibility features and facilities;

			o	make websites and mobile devices easily accessible;

			o	support systems, such as helpdesks, call centres and training, to provide information on accessibility;

			o	apply practices, policies and procedures to address the needs of persons with disabilities: specific rules apply to different services (electronic communications, audiovisual, air, bus, rail, water and urban transport, consumer banking, e-books, e-commerce and the answering of communications to the emergency phone number 112).

			•	EU countries may decide to require that the built environment in which services are provided complies with accessibility requirements.

			Table 4: Scope of accessibility requirements (Directive (EU) 2019/882)

			
				
					
					
				
				
					
							
							Scope

						
							
							Accessibility requirements

						
					

				
				
					
							
							All products

						
							
							Annex I – Section I (General accessibility requirements + specific requirements for each product)

						
					

					
							
							All products, except for self-service terminals and payment terminals

						
							
							Annex I – Section II (General requirements for products for individual use)

						
					

					
							
							All services, except for urban, suburban and regional transport services

						
							
							Annex I – Section III (General requirements)

						
					

					
							
							All services

						
							
							Annex I – Section IV (Specific requirements for each service)

						
					

					
							
							Centres receiving and handling 112 emergency calls

						
							
							Annex I – Section V

						
					

					
							
							Examples of how to fulfil the accessibility requirements

						
							
							Annex II

						
					

				
			

			The directive also requires the following:

			•	Manufacturers must:

			o	design and manufacture products in accordance with the directive, taking into account any subsequent changes in the harmonized standards;

			o	draw up the necessary technical documentation, carry out the conformity assessment procedure and keep the information for five years;

			o	provide clear identification on their products and their own contact details;

			o	accompany the product with easily understood instructions and safety information;

			o	affix the CE marking, where compliance of a product with the applicable accessibility requirements of the directive has been demonstrated. 

			•	Importers must:

			o	ensure the product has passed the conformity assessment procedure, has the necessary technical documentation, including instructions in a language users can easily understand, and bears the CE marking;

			o	refuse to place on the market a product they believe does not meet the accessibility requirements, and inform the manufacturer and market-surveillance authorities.

			•	Service providers must:

			o	design and provide services in accordance with the directive;

			o	make available to the public written and oral information easily accessible to people with disabilities on the service they offer and how this meets the accessibility requirements;

			o	ensure procedures are in place to ensure continued compliance with the accessibility requirements and take into account any changes.

			•	Manufacturers, importers and distributors must act immediately if they discover the product no longer complies with the legislation.

			EU Member States must:

			•	ensure that all products and services covered by the directive comply with its accessibility requirements;

			•	on request, supply the public with information on how companies implement the requirements;

			•	implement and update procedures to:

			o	check the compliance of services with the directive

			o	follow up complaints or reports on non-compliance

			o	verify that the company has remedied the failing;

			•	provide ways, including legal action, to ensure compliance and enforce penalties for any breach of the law.

			The European Commission may:

			•	adopt delegated and implementing acts to amend technical aspects of the directive;

			•	request European standardization organizations to draft harmonized standards on accessibility requirements;

			•	adopt technical specifications under certain conditions.

			Furthermore, the European Commission establishes a working group of representatives of market-surveillance authorities, authorities responsible for compliance of services and relevant stakeholders, including disability organizations, to:

			•	promote exchange of information and best practice

			•	foster cooperation between authorities and stakeholders

			•	provide advice.

			Reporting

			By 28 June 2030, and every five years thereafter, the European Commission must submit to the European Parliament, to the Council, to the European Economic and Social Committee and to the Committee of the Regions a report on the application of the directive.

			Member States must communicate in due time to the Commission all the information necessary for the Commission to draw up such reports.

			Table 5: Timeline of Directive (EU) 2019/882 on the accessibility requirements for products and services – the European Accessibility Act

			
				
					
					
				
				
					
							
							7 June 2019

						
							
							Publication of Directive (EU) 2019/882 in the Official Journal. 

						
					

					
							
							By 28 June 2022

						
							
							EU Member States have to incorporate the amendments introduced by Directive (EU) 2019/882 into national law, i.e. they have to bring into force the laws, regulations and administrative provisions necessary to comply with the directive.

						
					

					
							
							From 28 June 2025

						
							
							All new ICT products and services must be accessible.

						
					

					
							
							By 28 June 2027

						
							
							Delayed compliance for the European emergency number 112.

						
					

					
							
							By 28 June 2030

						
							
							Service contracts agreed before 28 June 2025 may continue without alteration until they expire, but no longer than five years from that date.

							Service providers whose products were already lawfully used by them to provide similar services before 28 June 2025 may continue to provide their services until 28 June 2030.

						
					

					
							
							By 27 June 2045

						
							
							Allow self-service terminals to operate until the end of their economically useful life, but no longer than 20 years after their entry into use.

						
					

				
			

			For an overview of accessibility measures with regard to accessibility of accessibility of products and services, see Annex 7 to this report.

			Figure 4: Timeline of the publication of Directive (EU) 2019/882 
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			Source: European Union

			
Chapter 5.  ICT accessibility in Europe

			The ICT accessibility assessment for the Europe region has been launched as part of the ITU Office for Europe accessibility initiatives. It was carried out through desktop research and questionnaires, which were sent to national contact points in the 46 ITU Member States in the Europe region,55 of which 27 are EU Member States. Responses were collected between October and November 2020. A total of 25 responses were received. The desktop research covered a comprehensive review of international and European law laying down ICT accessibility requirements, States party reports to the UN Committee on the Rights of Persons with Disabilities on the implementation of the UNCRPD, EBU reports on PSM access services in the EBU member organizations and relevant BEREC reports covering equivalent access to electronic communications services, universal service and must-carry obligations. National sources were also used to complement or verify information collected.

			The aim of the ITU Europe region ICT accessibility assessment was to assess:

			•	country commitments to ICT accessibility for persons with disabilities; and 

			•	country capacity to meet their commitments.

			The ICT accessibility commitments are reflected in countries’ general legislation and regulations. They arise from international and national equality and anti-discrimination law, the UNCRPD, the EU accessibility legislation, where applicable, the ITU strategic goals, the UN SDGs, and specific laws regulating accessibility of information and communications, audiovisual media services as well as ICT products and services.

			The country capacity to meet commitments is reflected in their policies and institutional frameworks. 

			5.1	Country commitments

			5.1.1	Constitutional articles, laws or regulations defining the rights of persons with disabilities and ensuring non-discrimination and equality for persons with disabilities

			Almost all European countries have – directly or indirectly – enshrined fundamental principles concerning the rights of persons with disabilities in their constitutions. In general, constitutions of European countries:

			•	guarantee equality of all before the law; 

			•	guarantee equal human rights and fundamental freedoms; and 

			•	prohibit discrimination on any grounds, including disability. 

			Most of the European countries have adopted specific laws and regulations prescribing the rights of persons with disabilities and ensuring non-discrimination and equality. When such laws prohibit discrimination in a broad sense, such as in access to and supply of goods and services available to the public, they are a cornerstone legislation for accessibility of ICTs.

			Almost all European countries have signed and ratified the UNCRPD and its Optional Protocol. The UNCRPD has been signed by 45 countries from the ITU Europe region and ratified by 44 of them (all but Liechtenstein and Vatican City State), while the Optional Protocol has been signed by 43 and ratified by 29 of the 46 countries (see Annex 1 to this report). Several European countries have also adopted specific laws and regulations for the implementation of the provisions of the UNCRPD in national laws, ensuring non-discrimination and equality for persons with disabilities. Definitions of disability, however, vary across national legislations and still often stem from the context of social-security legislation rather than anti-discrimination law.56 There are also different methods identified across the countries for the implementation or transposition of international or EU law.

			The Marrakesh Treaty, which is also an international human rights treaty, has been signed by 20 of the 46 countries and ratified by six of them (see Annex 2 to this report). It is an instrument at the service of the UNCRPD, and provides the ratifying countries with the necessary mechanisms to allow exceptions and limitations to the rights of production, distribution and availability of information in accessible formats, nationally and internationally. 

			5.1.2	Laws or regulations ensuring that information intended for the general public, such as, for example, website content and electronic documents, is provided to persons with disabilities in accessible formats and technologies appropriate to different kinds of disabilities in a timely manner and without additional cost

			Most of the European countries have adopted laws and regulations ensuring that information intended for the general public, such as website content and electronic documents, is provided to persons with disabilities in accessible formats and technologies appropriate to different kinds of disabilities in a timely manner and without additional cost. However, progress in the provision of accessibility of information for persons with disabilities is not as smooth as reported.

			The EU Member States had until September 2018 to transpose the Web Accessibility Directive (EU) 2016/2102 into national laws and regulations. All websites of public bodies should have been accessible since September 2020. Persons with disabilities, especially those with vision or hearing impairments, may have difficulty accessing websites and mobile applications of public bodies. The aim of the Web Accessibility Directive is to improve access to these information tools for persons with disabilities. Member States may exclude from the application of the directive websites and mobile applications of schools, kindergartens or nurseries, except for the content thereof relating to essential online administrative functions, which most of the EU Member States have done. 

			Implementation of the web accessibility legislation across the EU has not been satisfactory. Throughout 2019, the European Commission actively pursued ongoing infringement procedures against 19 Member States for their failure to implement the Web Accessibility Directive and eventually closed cases against 12 Member States. The seven cases that remained open at the end of 201957 were successfully closed in 2020. By 23 September 2020 all Member States had communicated national transposition measures.58 As part of the implementation, the EU Member States must ensure the availability of adequate and effective monitoring and enforcement procedures.59

			In the ITU Europe region, 41 countries have adopted or plan to adopt web accessibility laws or statutory requirements. Among them, the 27 EU Member States have transposed the EU Web Accessibility Directive, and the three EEA countries and Switzerland60 are also expected to do so, although they are seeking longer transition periods. The five EU candidate countries are also expected to transpose the EU Web Accessibility Directive, and several other countries closely follow the EU law. Israel is the only country that requires private-sector organizations to provide accessible webpages as well. 

			
				Spain sets accessibility requirements for all public-sector bodies

				In Spain, Royal Decree 1112/2018 on the accessibility of websites and mobile applications in the public sector defines accessibility obligations for all public-sector websites and mobile applications, “from the national administration, regional and local governments, courts of law and constitutional bodies to the services managed by public-sector bodies, including hospitals, schools, universities, public libraries, etc.”

				In the Summary for Obligated Entities, the accessibility requirements are explained in more detail, and apply to:

				•	websites and applications for mobile devices that receive public funding for their design or maintenance;

				•	websites and applications for mobile devices, linked to the provision of public services, of entities and companies that are in charge, either by concession or through other contractual means, of managing public services, especially those pertaining to education, health, culture, sports and social services, i.e. hospitals, schools, universities, public libraries, etc.

				•	websites and applications for mobile devices of private educational, training and university centres supported, totally or partially, by public funds.

			

			
				Access to websites and mobile applications for the deaf in Slovenia

				Slovenia enacted legislation which goes beyond the scope of the EU Web Accessibility Directive. Although the directive requires websites and online applications to conform to WCAG 2.1 level AA, Slovenia took the implementation a step further by requiring that all online administrative procedures of public bodies be available in sign language, which is a WCAG AAA requirement. On the other hand, it did not broaden the coverage to schools, kindergartens or nurseries, except, as foreseen by the directive, for content relating to essential online administrative functions which is provided by the central e-government services.

			

			5.1.3	Laws or regulations specifying accessibility requirements to be met by providers of publicly available electronic communications services

			The majority of European countries have adopted laws or regulations specifying requirements to be met by providers of publicly available electronic communications services to ensure that end users with disabilities have access to electronic communications services, benefit from the choice of services available to most end users, are provided with universal service and enjoy access to emergency services through the single European emergency number 112.

			However, these requirements are divergent across Europe and countries have taken different approaches to addressing equivalence of access to electronic communications services for end users with disabilities.

			In some countries, NRAs have imposed obligations on universal service providers to ensure equivalence of access and affordability for a specific set of services, while other NRAs have adopted a different approach and imposed obligations on all service providers to ensure that end users with disabilities: 

			(a)	have access to electronic communications services equivalent to that enjoyed by the majority of end users; and 

			(b)	benefit from the choice of service providers and services available to the majority of end users.

			Several European countries, especially those that offer text and video relay services, have taken measures that go far beyond the universal service requirements. Other countries may follow suit and put a stronger focus on the provision of equivalence of access, especially in the EU, where the EECC requires that Member States ensure equivalent access for persons with disabilities.

			NRAs across Europe have different competences, in the light of differing national circumstances, which makes the implementation of equivalence of access laws and regulations more difficult. In the EU, the situation will be improved by the implementation of the EECC, which is required to be transposed by 21 December 2020, so the corresponding measures apply with effect from that date. 

			In terms of equivalence of access to electronic communications services for end users with disabilities, ITU has focused on broadband Internet access, access to emergency services and total conversion services:

			Affordable adequate broadband Internet access

			Only a few European countries provide for a minimum broadband speed in national law: Belgium, Croatia, Finland, Latvia, Malta, Slovenia, Spain, Sweden and the United Kingdom. In these countries, the minimum speeds defined vary from 1 to 10 Mbit/s for download speeds and 512 kbit/s to 1 Mbit/s for upload speeds, while several countries have not defined the minimum upload speeds.

			These nine countries have introduced a broadband universal service obligation under the legislative framework provided for in Directive 2002/22/EC (as amended by Directive 2009/136/EC)61 and in line with the provisions on so-called functional Internet access.62

			Emergency services – European emergency number 112

			The effective application of rules concerning the Europe-wide emergency number 112 ensures safe and effective access to emergency services for end users, including persons with disabilities. Most of the European countries provide some kind of access to emergency services (such as 112) for end users with disabilities. Access can be provided with accessible alternatives – by other means than voice – such as SMS, e-mail, fax, applications, text relay or video relay services.

			Accessible alternatives are supported by most of the European countries. The deaf and hard of hearing may be required to register in order to gain access to accessible alternatives. In 2019, the European Commission launched infringement proceedings against five EU Member States because they had failed to ensure equivalent access for users with disabilities, as required by the rules on the European emergency number 112. 

			According to the ITU survey, access to emergency services for persons with disabilities is provided via:

			•	SMS: In 22 of 27 EU Member States, the United Kingdom, the three EEA countries and Switzerland. Where SMS access is supported, some countries request additional fees to access the services. In most countries, the access is provided through the single European emergency number 112, whereas in a few countries it is provided through alternative numbers.

			•	Application: In 12 countries (Belgium, Bulgaria, Denmark, Finland, Hungary, Iceland, Malta, Netherlands, Norway, Poland, Portugal and Ukraine). In some countries, access through applications is offered regionally.

			•	Text or video relay services: In 10 countries.

			Text and/or video relay services 

			In 10 European countries (Denmark, France, Germany, Ireland, Netherlands, Norway, Slovakia, Sweden, Switzerland and the United Kingdom), there are text and/or video relay services available for the deaf and hard of hearing. VRS is available in six countries (Germany, Netherlands, Norway, Slovakia, Sweden and Switzerland). These services are usually not available 24/7. In several countries, there are also video remote-interpreting services available, which are provided as a web service or through an application.

			Other measures

			•	Affordability and equivalence of access to electronic communications service: The European countries take different approaches. Most of them have implemented measures to ensure the affordability of services and/or terminal equipment or availability of electronic communication service providers with accessible services. 

			In rare instances, measures are implemented requiring service providers to make available accessibility statements setting out an approach and policy for providing accessible services and information to end users with disabilities. 

			In several EU countries, there are also additional measures in place to ensure accessible commercial and billing information, complaints procedures and information regarding contracts, switching contracts and notification of modifications.

			•	Choice of electronic communications services and service providers: For equivalence of access, choice between service providers and services is also important. Providers of electronic communications services across Europe try to respond to the needs of persons with disabilities with special offers, but in terms of equivalent access end users with disabilities usually do not have a proper choice of services/bundles or service providers. Moreover, specific requirements for the availability of multiple accessible services/bundles have been implemented only by a few European countries.

			•	Terminal equipment and software applications: In several European countries, there are measures in place with regard to the availability of accessible terminal equipment as well as accessible software applications in the national language(s). Additionally, some countries provide testing facilities to test compatibility of terminal equipment. A few countries also provide additional measures, such as minimum requirements for accessible equipment.

			
				Video relay service in Switzerland

				Switzerland launched VRS in December 2018. It was a long path to the inclusion of the service into the telecommunication law. The telephone relay service for communication between deaf and hearing persons in Switzerland was first launched back in 1985, using special text telephones. In 1988, the new foundation “Procom” (which means “for communication”) took over responsibility for this service. Financing was secured through the national social-security system.

				With the liberalization of the telecommunication market in 1998, the basic telephone services were mandated by the government, including 24/7 text relay services in three national languages (German, French and Italian). Financing was transferred to the telephone companies.

				With technological advancements, new technologies have been introduced since 2000 (such as SMS, e‐mail, chat, apps) which have simplified text communication and reduced the number of calls through relay services. Broadband Internet using webcams has enabled visual communication in sign language – the natural language of the deaf, which considerably improved communication for many deaf persons.

				As the inclusion of VRS was rejected in the 2008 revision of the telecommunication law, Procom launched a pilot project that was operational between 2011 and 2017 in three languages to prove the value and validity of the service. VRS was finally incorporated in the 2016 revision of the telecommunication law, and has been mandatory since 2018. Procom provides the following relay services, which are accessible in three spoken languages (German, French and Italian) and the three corresponding sign languages:

				•	VRS (video relay): 	from 08:00 to 21:00 on weekdays, and	 
						from 10:00 to 17:00 on weekends

				•	TRS (text relay):		24/7

				•	SMS (SMS relay):	24/7

			

			
				Equivalent access to emergency communications in Ukraine

				The COVID-19 pandemic has been particularly challenging for the deaf and hard of hearing. However, it has also been a catalyst in enhancing their rights. In response to the pandemic, the Ukrainian Government put in place a 24/7 remote-interpreting service, affirming its leadership in providing accessible emergency communications to the deaf. The government has also launched the mobile application ‘101’, which complements traditional services and enables communication between the State Emergency Service of Ukraine and the community, providing citizens, including persons with disabilities, with the necessary information and assistance. 

			

			
				Broadcasting of public warnings in Bosnia and Herzegovina

				In Bosnia and Herzegovina, public service broadcasters are required to broadcast public warnings transmitted in the event of emergency to end users. This requirement is part of public broadcasting system licences and applies in the case of war, natural disasters or other situations that may pose a risk to the health and lives of citizens, security of the country, public order and peace.

				Public service broadcasters must publish official announcements free of charge at the request of the competent authority. Such a request has to be submitted in writing and shall contain information that proves its authenticity and legal basis. Public service broadcasters must publish this information in a form that is accessible to persons with disabilities or developmental difficulties.

			

			5.1.4	Laws or regulations requiring media service providers to make their audiovisual media services (i.e. television broadcasting and on-demand audiovisual media services) and related complementary services (in particular accessibility services to enable appropriate access for end users with disabilities and data supporting connected television services and EPGs) continuously and progressively more accessible to persons with disabilities through proportionate measures

			Almost all of the countries that responded to the ITU survey indicated that they have laws and regulations in place requiring that audiovisual media service providers make their services continuously and progressively more accessible to persons with disabilities through proportionate measures.

			The demand for accessible audiovisual media services (AVMS) continues to grow, especially since they are increasingly required by regional and national legislation and regulations. Yet requirements for equitable access to AVMS are not easily implemented. In the EU, Member States are behind with the transposition of the revised Audiovisual Media Services Directive (AVMSD) into national legislation. Only four Member States – Denmark, Hungary, Netherlands and Sweden – notified transposition measures to the European Commission and declared their notification complete in time, while 23 Member States missed the deadline of 19 September 2020.

			There are big differences across Europe in terms of legal requirements. On the one hand, there are very progressive countries with ambitious accessibility requirements enshrined in their laws and with regulatory authorities or bodies entrusted with broad responsibilities in this regard. On the other, there are countries with weak legal and regulatory requirements. Not all countries have obligatory requirements in place to provide:

			•	subtitling (pre-prepared and live)

			•	audio subtitling

			•	audio description

			•	signing

			•	accessible online content and services.

			The ITU findings may be summarized as follows:63

			•	Subtitles: In 27 countries, media service providers (i.e. broadcasters) are required to provide subtitles. In 21 countries, the requirements apply to all media service providers, while in six countries the requirements apply only to the PSM organizations.

			•	Live subtitles: In at least 21 countries, media service providers provide live subtitles.

			•	Audio subtitles: In at least 10 countries, media service providers provide spoken subtitles.

			•	Audio description: In 17 countries, media service providers are required to provide audio description. In 11 countries, the requirements apply to all media service providers, while in six countries the requirements apply only to the PSM organizations.

			•	Signing: In 24 countries, media service providers are required to provide signed programmes. In 13 countries, the requirements apply to all media service providers, while in 11 countries the requirements apply only to the PSM organizations.

			•	Live signing: In at least 23 countries, media service providers provide live signing. During the COVID-19 pandemic, 40 of the 46 Europe region countries have provided sign-language access to COVID-19 public broadcasts, such as national press conferences or news broadcasts.64

			Among the countries that do mandate access services, not all require their media service providers to meet obligatory goals for the proportion of content being accessible, to develop accessibility action plans in respect of continuously and progressively making their services more accessible to persons with disabilities, or to report regularly to national regulatory authorities or bodies.

			Usually, there are also different accessibility requirements in place for public service and private media service providers, respectively. The same applies for broadcast access services and on-demand programme services.

			Regulatory requirements and regulatory responsibilities with regard to accessibility of conditional access systems and other facilities, including EPGs, are also often unclear.

			A number of examples of good practices are presented below that go beyond the minimum requirements imposed by the AVSMD.

			
				Broadcasting and on-demand access services in the United Kingdom

				The United Kingdom is a role model for accessibility of audiovisual media services. The statutory rules for broadcast services are different from those for on-demand services. Under the Communications Act 2003, broadcast television channels are required to make a certain proportion of their programmes accessible. Obligations for broadcast channels are prescribed by the Code on television access services.

				For on-demand (including catch-up) programme services (ODPS), there has been no legal requirement to provide access services. However, the Digital Economy Act 2017 paves the way for the government to draft regulations to improve the accessibility of these services as well. The national regulatory authority Ofcom is responsible for preparing recommendations in this regard and providing information to the government.

				The broadcast accessibility provisions in the Communications Act 2003 set targets for the proportion of programming that must be accompanied by subtitles, signing and audio description. The act also includes criteria for Ofcom to determine whether individual programmes or services as a whole should be exempt or be subject to with reduced requirements. The act defines the 10-year targets as follows: 80 per cent for subtitling, 5 per cent for signing and 10 per cent for audio description. Different targets apply to channels with smaller audience shares.

				The extent to which broadcast television channels and ODPS carried access services (i.e. subtitles, audio description and/or signing) in 2019 is shown in the Ofcom report: Television and on-demand programme services: Access services report – January to December 2019. 

			

			
				Broadcasting access services in Bosnia and Herzegovina

				In Bosnia and Herzegovina, accessibility regulations are different for the public broadcasting media and for other, both public and commercial, audiovisual media services.

				For public broadcasting services, accessibility requirements are defined in public broadcasting system licences, issued by the Communications Regulatory Agency (CRA) Licences are renewed every five years. 

				Public service broadcasters must broadcast on a weekly basis information, cultural, educational, entertainment, feature and documentary programmes with access services which include subtitling, signing and audio description. At least one news programme per day in prime time must be signed.

				The proportion of programming that must be accessible in the first year from the issuance of the licence, with effect from 1 September 2020, is a minimum of 10 per cent of the total broadcast programming. 

				Public service broadcasters are required to gradually and continuously increase this proportion, with the aim of achieving a minimum of 25 per cent of such programming by the licence expiry date. 

				By 1 September 2020, public service broadcasters must devise and submit to the CRA for approval five-year action plans for the purpose of fulfilling this obligation. Once the action plan is approved, it becomes an integral part of the licence terms and conditions. Public service broadcasters must adjust their programming in accordance with the approved action plan and inform the CRA thereof in a timely manner.

				Other audiovisual media service providers must actively seek to make their services accessible to persons with visual impairments. Revised rules have been planned in order to harmonize the national legislation with the revised AVMSD (Directive (EU) 2018/1808). Stricter rules, similar to those for public broadcasters, are envisaged.

			

			
				Broadcasting access services in Israel

				The accessibility of television broadcasting is regulated by the Television Broadcasting Law (Subtitles and Signing) 5765-2005. It replaces the 1992 Deaf Persons Relief Law and places broader responsibilities and restrictions on broadcasters in order to enhance, to the fullest extent possible, accessibility of television broadcasts for persons with disabilities. The Television Broadcasting Law (Subtitles and Signing) applies to all broadcasting providers in Israel, i.e. to both the public and private sectors.

				Since 2015, 100 per cent of all programmes in Hebrew and Arabic have to include real-time captioning or sign language; up to 5 per cent can include sign language without captioning. In addition, at least 5 per cent of prime-time programmes, at least one daily evening newscast, at least one daily children’s programme and all emergency announcements must include sign-language interpretation. Television franchisees are required to advertise the times and dates of broadcasts accompanied by sign language and captioning.

			

			5.1.5	Laws or regulations encouraging the mass media, including providers of information through the Internet, to make their web-based information and services accessible to persons with disabilities, including, for example, content published on social media platforms

			In most of the European countries, there are no laws or regulations requiring or encouraging the mass media, including providers of information through the Internet, to make their web-based information and services accessible to persons with disabilities. According to ITU findings, in only 10 countries are the PSM organizations required to make their websites accessible to persons with disabilities.

			Neither the Web Accessibility Directive nor the AVMSD cover accessibility of websites of mass media. Despite this, several broadcasters and news portals provide information in a form that is accessible to persons with disabilities.

			
				Accessibility of Vatican News

				Vatican News, which is an official Vatican news agency, is a convergent information system offering radio, television and web-based audiovisual media services. In 2017, it introduced accessibility requirements for the design of new websites and information services, starting with the main news site.

				Following its strategy of improving the accessibility of information, the official Vatican news agency has recently introduced voice-reader functionalities on the news website. Recent versions of its mobile applications also have built-in voice controls.

				Vatican News, which is also a video broadcaster, has recently started a project to distribute dedicated satellite and web channels with signed programmes. The project is being developed in close cooperation with organizations of persons with disabilities and is going to provide real-time video streaming with Italian Sign Language (LIS) translation for all official events in the first phase, American Sign Language (ASL) translation in the second phase and, eventually, International Sign Language (ISL) translation in the third phase.

			

			5.1.6	Laws or regulations imposing reasonable ‘must-carry’ obligations for the transmission of specified radio and television broadcast channels and related complementary services, in particular accessibility services to enable appropriate access for end users with disabilities and data supporting connected television services and EPGs, on undertakings providing electronic communications networks and services used for the distribution of radio or television broadcast channels to the public, where a significant number of end users of such networks and services use them as their principal means to receive radio and television broadcast channels

			More than half of the countries confirmed that they had must-carry obligations enshrined in law and also prescribed accessibility requirements for the transmission of specified radio and television broadcast channels and related complementary services. 

			Some of the countries, such as Slovenia, have only laid down must-carry obligations for the transmission of radio and television broadcast channels (The Mass Media Act, Art. 112), whereby public channels must be transmitted without charge. In others, such as Finland, the Information Society Code (Section 227) specifically states that an electronic communications network operator providing a network service in a cable-television network has an obligation to transmit public service television and ancillary and supplementary services and radio programmes without charge. Others, such as Malta, have additionally prescribed specific accessibility requirements for ancillary and supplementary services. 

			
				Must-carry obligations in Malta

				In Malta, the legal basis for imposing must-carry obligations is laid down in Regulation 49 of the Electronic Communications Networks and Services (General) Regulations (2011) (Subsidiary Legislation L 399.28 of the Laws of Malta). 

				The Malta Communications Authority (MCA) may impose reasonable must-carry obligations for the transmission of specified radio and television broadcast channels and complementary services, particularly accessibility services to enable appropriate access for end users with disabilities, on undertakings providing electronic communications networks used for the distribution of radio or television broadcast channels to the public where a significant number of end users of such networks use them as the principal means to receive radio and television broadcasts. Such obligations may only be imposed where they are necessary to meet clearly defined general-interest objectives and must be proportionate and transparent.

				In accordance with the Regulations, in 2011 MCA published the Guidelines on must-carry obligations, which provided the framework for determining how must-carry obligations should be imposed on a pay-TV operator.

				As stated in the guidelines, when imposing must-carry obligations on providers of the respective networks used for television and radio distribution services a designated TV operator is required to:

				•	reserve part of the network capacity for the retransmission of general-interest TV channels;

				•	transmit complementary services, particularly accessibility services to enable appropriate access for end users with disabilities; and

				•	ensure that the transmission and picture quality of the general-interest TV channels is of an appreciable and comparable quality to that of the initial (free-to-air) transmission.

					In accordance with Regulation 49 of the regulations, the must-carry obligations include complementary services, particularly accessibility services to enable appropriate access for end users with disabilities. MCA requires the operator to retransmit, alongside the respective general-interest TV channel:

				•	teletext and EPG services, where applicable; and

				•	accessibility services, as defined by the Broadcasting Authority from time to time and applicable to the general-interest TV channels.

			

			5.1.7	Laws or regulations defining functional accessibility requirements for public procurement of ICT products and services

			ITU estimates that over 30 countries in the Europe region have enshrined in law functional accessibility requirements for public procurement of ICT products and services, following the adoption of the European public procurement directives in 2014. Some of the non-EU/EEA countries have also reported the application of these requirements in national procurement laws. Although countries may not have specific ICT accessibility provisions, general accessibility provisions may also apply to ICT products and services. 

			There are significant variations in national accessibility requirements across Europe, which differ in terms of both coverage and level of detail. Owing to those differences, additional costs are incurred in the development and marketing of accessible products and services for each national market, which discourages individual professionals, SMEs and microenterprises in particular from entering into business ventures outside their own domestic markets. In any case, the European public procurement directives, in Art. 42 para. 1 of the Public Procurement Directive (EU) 2014/2465 and Art. 60 para. 1 of the Utilities Directive (EU) 2014/25,66 specify that accessibility requirements must be included in technical specifications where the procurement is intended for use by natural persons, whether the general public or staff of the contracting authority or the contacting entity (i.e. the public buyer).

			Furthermore, the Public Procurement Directive requires that, where mandatory accessibility requirements are adopted by a legal act of the Union, technical specifications are, as far as accessibility for persons with disabilities or design for all users are concerned, to be established by reference thereto. The European Accessibility Act contains mandatory accessibility requirements for products and services.

			Even though the European standard on accessibility requirements for ICT products and services EN 301 549 was published back in 2014,67 European countries still rarely refer to it in their procurement legislations. This standard may be used by public authorities and other public-sector bodies during procurement, to ensure that ICT products and services, including websites, software and digital devices, are more accessible and can thus be used by persons with a wide range of abilities.

			
				Accessibility requirements for public procurement in Bulgaria

				Among the criteria for awarding procurement contracts, the Public Procurement Act defines ‘measure of quality’, which includes accessibility. Although the act does not specify accessibility criteria in more detail, the contracting authority should, in drawing up technical specifications, take into account criteria of accessibility for persons with disabilities or design for all users (i.e. universal design). It is expected that these criteria be applied for procurement the result of which is intended for use by natural persons, whether the general public or the staff of the contracting authority. However, the Act does not refer to the European harmonized standard on accessibility requirements for ICT products and services EN 301 549.

			

			5.1.8	Laws and regulations defining accessibility requirements for products and services

			ITU estimates that around one third of the European countries regulate specific aspects of accessibility requirements for products and services as foreseen in the European Accessibility Act. There is a lot of room for improvement.

			
				Accessibility of banking services in Hungary

				In 2016, the Ministry of National Economy issued Decree 22/2016 (VI.29) on the Rules prescribing access for persons with disability to financial services under equal opportunities. The decree was published under the scope of Government Decree 1653/2015 (IX.14) on the implementation action plan of the National Disability Programme for the period of 2015–2018.

				The decree, generally, provides for the obligation for service providers (including banks) to ensure equal treatment of their customers with disabilities. Pursuant to the decree, banks are required to elaborate a strategy promoting equal access to financial services and, as an integral part thereof, a regulation (rules of procedure for surveying customer demands; service organization based on the results of such survey; internal institutional training for bank administrators). They are further obliged to provide information on their websites (clearly visible and easily accessible), in the form of a service map that indicates the services offered and the ways to access them (broken down by bank branch, accompanied by contact details of every branch).

				In its Recommendation 4/2017 (III.13) on the treatment of customers with disabilities, the Hungarian Central Bank identified general principles in relation to the rights and equal accessibility of persons with disabilities. The recommendation also sets out expectations and suggestions vis-à-vis the financial institutions in terms of the accessibility provided to customers with disabilities. It proactively enhances and supports the realization of rights of persons with disabilities in regard to the accessibility of financial services.

			

			5.1.9	Laws and regulations defining accessibility requirements for ICT services and content procured, developed, maintained, made available and used in public and/or private education institutions by administrators, teachers, students and staff, including: websites; video and audio content; electronic documents; desktop, mobile and cloud-based applications; content and learning management systems; e-learning courses; e-mail and calendars; library resources; computers and peripherals; information kiosks, telephones, digital signs and other electronic equipment; and classroom technologies

			ITU estimates that more than half of the European countries have laws and regulations in place to provide for accessible education. Accessibility in education is often achieved through reasonable accommodation, especially in higher education, which means individual accessibility adjustments per student. It should be noted, however, that accessibility and reasonable accommodation are two distinct concepts. While accessibility is related to groups, reasonable accommodation is related to individuals. The duty to provide accessibility is an ex-ante duty, which means that States parties (i.e. Member States and their entities)-1 have the duty to provide accessibility before receiving an individual request to enter or use a place or service. 

			With regard to accessibility of websites, in most countries websites of schools (both primary and secondary), kindergartens or nurseries are not required to be accessible. Only essential online administrative functions are mandated to be accessible. In Spain, however, accessibility provisions (Royal Decree 1112/2018 on the accessibility of the websites and mobile applications of public-sector bodies) apply to websites and mobile applications of universities, high schools, schools and kindergartens. Moreover, the provisions are also binding for private educational, training and university centres supported, totally or partially, by public funds.

			In Cyprus, the Ministry of Education, Culture, Sport and Youth ensures access for children with disabilities to information in print and electronic media. The information and content of all subjects taught in public schools (in primary and secondary education) are accessed through special technological equipment provided where needed, such as communication devices, closed-circuit TVs and other equipment to enlarge letters, special keyboards, special software and other technological aids.

			In Hungary, in accordance with Act XXVI of 1998 on the Rights and Equal Opportunities of Persons with Disabilities, persons with disabilities have a right to participate in early development and care, pre-school education, school education and training, developmental training, vocational training, adult education and higher education. Act CXC of 2011 on National Public Education states that the national education development plan must specify the manner in which the conditions of equal access to education are implemented. Public education institutions have to provide easy-to-install and easy-to-use software in the Hungarian language on Internet-connected computers accessible for children and pupils, for the sake of protecting their harmonious psychological, physical and intellectual development. The directive on education of children and pupils with special educational needs also defines accessibility requirements for the physical environment in education of children and pupils with special educational needs, including specially-designed ICT tools.

			In Slovenia, in accordance with the Placement of Children with Special Needs Act, schools that implement special education programmes for children with special educational needs and institutions that implement education programmes for the deaf and hard of hearing, the blind and visually impaired and children with physical disabilities are provided with all the technology they need, such as ICT, electro-acoustic and other equipment, for the successful implementation of educational programmes.

			
				ICT accessibility in education in Lithuania

				The Law on Education of Lithuania (Art. 34, para 3) stipulates that accessibility of education must be ensured by adapting the school environment, by providing psychological, special-pedagogical, special and social-pedagogical assistance, by supplying technical aids at schools and special teaching aids, and also in other ways prescribed in law. Evaluation of learning achievements of learners with special educational needs must be appropriately adapted (Art. 38, para. 3).

				The Order of the Minister of Education and Science of Lithuania on the action plan for the implementation of ICTs in general education and vocational training for 2014–2016 presents long-term development directions for the implementation of ICTs in general education and vocational training, setting out goals, objectives and measures, expected results of the action plan and principles governing the implementation of activities. 

				It emphasizes the importance of ensuring equal opportunities in terms of high-quality technological and information literacy and access to modern ICT tools. Special attention must be paid to students with special educational needs, i.e. their adaptation in the social environment and their full integration into the information society by providing them and schools with special ICT teaching and learning aids.

			

			5.1.10	Laws or regulations to facilitate the use of sign languages, Braille, augmentative and alternative communication and all other accessible means, modes and formats of communication of their choice by persons with disabilities in official interactions (e.g. closed captions, offline captions and subtitles for the deaf and hard of hearing, communication access real-time translation (CART), etc.)

			The UNCRPD stipulates (Art. 21, para 1 (e)) that countries should recognize (and promote the use of) sign languages. Only a few European countries have recognized sign languages in their constitutions as mother-tongue languages of deaf citizens. However, almost all countries have laws or regulations in place to facilitate the use of sign language(s). Even countries that recognize national sign languages in their constitutions may have enacted implementation laws, such as Finland (Sign Language Act (359/2015)).

			Finland and Portugal were the first European countries to constitutionally recognize national sign languages, joined later by Austria. Several other countries have passed laws that refer directly or indirectly to sign languages and/or sign-language users, including Belgium, Czech Republic, Denmark, France, Greece, Italy, Iceland, Ireland, Lithuania, North Macedonia, Malta, Netherlands, Norway, Slovakia, Slovenia, Switzerland, Sweden, Turkey, Ukraine and the United Kingdom. 

			Slovenia is the next country that plans to recognize the national sign language in its constitution. It adopted the act regulating the use of Slovenian sign language in 2002. In 2019, the government went a step further by endorsing the proposal to recognize the Slovenian Sign Language as an official language in the constitution, which enjoys broad support. The national assembly launched the legislative procedure in 2019 and the constitutional amendment is expected to be adopted in 2021. 

			In Israel, the Equal Rights for People with Disabilities (Service Accessibility Adjustments) Regulations 5773-2013 define a wide array of situations in which accessible means, modes and formats can be requested and obtained by persons with disabilities, including closed captioning, CART, sign language, braille, simple language, etc.

			
				Recognition of sign language and use of Braille in Cyprus

				In 2006, the Cypriot Sign Language (CSL) was recognized by Law 66(I) 2006 as a language on an equal footing with Greek. However, oral methods have traditionally been followed for the education of deaf and hearing-impaired children in Cyprus. Nowadays, most with a few exceptions, children attending general primary and secondary schools are orally educated. 

				Nonetheless, for children for whom CSL is their first language, the Ministry of Education, Culture, Sport and Youth undertakes to employ qualified sign interpreters. In training seminars organized by the ministry, a sign-language interpreter is provided wherever necessary.

				Interpreter services are provided at all school activities, such as counselling, school trips, social events, school performances, etc. At the School for the Deaf, sign-language interpreters are employed to serve the needs of children who are pupils there. The school currently operates as an educational and counselling centre. 

				The School for the Blind prepares texts in Braille and provides them to all children with visual disabilities who attend public schools. It also offers courses to teach the Braille writing system to children and adults with visual disabilities. The school also houses a small “library” of books in oral form. Additionally, it educates children and adults on any specific device or electronic means that can provide access to information. For example, it provides closed-circuit TVs, makes use of the online service “Robobraille” or equipment called “Sara” or “Pearl”. The specific devices or electronic media enable the direct conversion of printed text into spoken text, thereby giving access to a wide range of books, magazines and newspapers.

				Moreover, the Department for Social Inclusion of Persons with Disabilities provides financial assistance to the Cyprus Federation of the Deaf, which is responsible for the management of sign-language interpreters. Similarly, the Cyprus Organization of the Blind is subsidized to employ social assistants and to implement a programme “Digital Libraries and Braille Libraries”.

			

			5.2	Country capacity to implement

			All European countries are committed to ICT accessibility, but the level of commitment varies across the region. While some countries prescribe only general or minimum requirements in their legal and regulatory frameworks, others set ambitious and forward-looking goals and objectives. The ability to meet commitments also varies among the countries. 

			5.2.1	Policies and strategies

			The majority of European countries have general national disability policies, strategies and/or action plans for the promotion of equal opportunities for persons with disabilities. These plans may also address ICT accessibility, some of them very comprehensively. Countries may also address ICT accessibility in national digital policies, strategies and/or action plans, some of them covering a wide scope of issues. 

			Some countries had adopted forward-looking policies and had laid down accessibility requirements long before the Web Accessibility Directive came into force. One of the frontrunners in the area of ICT accessibility is Malta. Its national policy, adopted in 2014, covers a broad spectrum of accessibility issues and imposes accessibility requirements also on the private sector.

			
				Malta’s national policy for the rights of persons with disability

				Malta has adopted the National Policy on the rights of persons with disabilities which attempts to address various key areas, including accessibility and access to information, with the ultimate goal not only of improving the quality of life of persons with disabilities and their families, but also of ensuring that all people are treated equally.

				The national policy recognizes that accessibility is vital for independent living of persons with disabilities, taking into consideration all impairments. The policy addresses the following categories of accessibility: 

				a)	Physical accessibility. This relates, inter alia, to commercial buildings, public transport, kerbs, school and hospital entrances, government and other public-sector departments, ministries and service providers.

				b)	Informational accessibility. This refers to all sources providing information, namely books, Internet and other forms of electronic and non-electronic sources.

				c)	Communication accessibility. This includes all media sources through which persons with disability can communicate, including emergency services.

				In accordance with the national policy, the government must promote, implement and review standards and guidelines for universal design in the built environment as well as in relation to information and communication accessibility. It must also recognize and promote sign language and Braille signage as recognized alternative language formats.

				Malta has adopted favourable legislation to ensure that public and commercial entities guarantee that facilities, goods and/or services are accessible to persons with disabilities – at no extra cost to persons with disabilities and/or to people accompanying them, and without having to segregate persons with disabilities and/or adversely affect their dignity in any way whatsoever.

				In addition, persons with disabilities have a choice and freedom to access assistive equipment of good standard corresponding to their own needs and preferences. Support is also given to make such equipment easily available and manageable.

				A number of measures have been taken to support accessibility and access to information, among which:

				•	Educating stakeholders in the professions, such as architects, engineers and IT professionals, by providing them with training focusing on accessibility issues and strategic and targeted disability awareness. The curriculum for higher-education and tertiary qualification leading to such professions should incorporate compulsory study units.

				•	Adopting adequate legislation and sanctions that govern physical, informational and communication accessibility, and updating enforcement processes.

				•	Ensuring by legislation that persons with disabilities receive the same level of services as people with no disability. In addition, contracts and other documents should be made available in various accessible formats.

				•	Promoting accessible communication technologies and encouraging the refinement of existing ICTs.

				•	Incentives and initiatives to train persons with disabilities to master equipment that facilitates better physical, informational and communication accessibility.

				•	Incentives and initiatives to train persons with disabilities to learn sign language, Braille and alternative communication techniques.

				•	Implementing regulations to monitor prices of accessible equipment, services and other kinds of assistive support and ensure fair prices.

				•	Ensuring user-friendly procedures for the procurement of assistive equipment.

				•	Providing access to emergency services for persons with disabilities through readily accessible technologies.

			

			
				•	Making available educational and other informational material – including informational material produced by government departments, agencies and authorities – in a wide range of accessible and on-demand formats, in accordance with the individual’s preference and needs, ranging from electronic formats to simplified formats, easy-to-read (and accompanied with pictures) formats and Braille formats, among others.

				•	Incentives to ensure that public transport is made fully accessible and user-friendly by mainstreaming public transport vehicles accessible to persons with physical and sensory impairments; electronic announcement systems to help visually-impaired commuters keep track of their destination; terminals and pick-up points with electronic displays containing information concerning schedules of bus routes and fees in easy-to-access formats; electronic devices that announce the arrival of public transport at terminals for persons with visual impairments to ensure that such persons can use transport autonomously; easy-to-use ticket vending machines, with information displayed visually and orally.

				•	Providing tickets with information in large fonts and in Braille, to enable persons with a visual impairment to read the information on the ticket unassisted.

				•	Accompanying all services with pictures and symbols to help persons with intellectual disabilities to access this information easily and independently.

				•	Providing broadcast programmes with sign language and subtitles.

			

			Most of the countries have policies in place to facilitate and promote accessibility of websites and mobile applications. Here, the EU law has had a significant impact, as almost all countries are following the EU role model. The Web Accessibility Directive has highlighted the importance of organizational alignment with policies and strategies, as well as the importance of monitoring and reporting for successful implementation of commitments.

			Strong commitments have been found in the following policy areas:

			•	Development, promulgation, enforcement and monitoring of the implementation of minimum standards and guidelines for the accessibility of ICT products and services provided to the public, including through the internet.

			•	Facilitating the use of sign languages and Braille in official interactions. Augmentative and alternative communication and all other accessible means, modes and formats of communication of their choice for persons with disabilities are also gaining importance, such as closed captions, offline captions and subtitles for the deaf and hard of hearing, CART, etc.

			•	Through the implementation of the Web Accessibility Directive, EU countries are developing and providing role-based ICT accessibility training for stakeholders. Non-EU countries are also developing such training.

			•	Countries are also organizing campaigns and other activities for raising awareness on ICT accessibility issues facing persons with disabilities, an aspect which has been recognized by ITU as an important inhibitor for effective policy implementation.

			The implementation process should be strengthened in the following areas:

			•	Promotion of the design, development, production and distribution of accessible ICTs and ICT systems at an early stage, so that these technologies and systems become accessible at minimum cost.

			•	Promotion of universal design of ICT products and services to be usable by all people, to the greatest extent possible, without the need for adaptation or specialized design, including assistive devices for particular groups of persons with disabilities where this is needed.

			•	Facilitation and promotion of the engagement and participation of persons with disabilities, and representative organizations of persons with disabilities, as appropriate, in the design of accessible and inclusive e-government services.

			•	Employing teachers, including teachers with disabilities, who are qualified in sign language and/or Braille, as well as in digital accessibility, including captioning, electronic document accessibility and web accessibility; and training professionals and staff who work at all levels of education on ICT accessibility issues facing persons with disabilities.

			•	Promotion of the adoption of ICT accessibility in education, including role-based ICT accessibility training courses for administrators, teachers and staff in education institutions, and including ICT accessibility content in higher-education curricula.

			•	Undertaking or promoting research and development in respect of universally designed ICT products, services and equipment.

			•	Promoting the use of emerging technologies (AI, IoT, big data, cloud computing) by private- and public-sector stakeholders in order to drive innovation in the design and development of accessible and inclusive ICT products and services.

			5.2.2	Financial schemes to support the provision of accessible information and communications, as well as of ICT products and services, for persons with disabilities

			Several countries have established dedicated financial schemes to support the provision of accessible information and communications, as well as of ICT products and services, for persons with disabilities. Such schemes, targeted at persons with disabilities, are very important for the empowerment of persons with disabilities, enabling them to purchase equipment which would allow them to lead a more independent life. 

			ITU has identified five countries that could serve as good-practice models in respect of providing financial assistance schemes to support the provision of accessible information and communications, as well as of ICT products and services, for persons with disabilities. These are:

			•	Cyprus – Financial assistance scheme for the provision of technical means, instruments and other aids

			•	Israel – Financial aid for persons with disabilities

			•	Malta – Empowerment Scheme which aims to provide financial support and guidance to persons with disability.

			•	Portugal – Decree-Law No. 93/2009 on the system of awarding support products to persons with disabilities and persons with temporary disabilities (in Portuguese)

			•	Slovenia – Technical aids and vehicle adaptations for persons with disabilities (in Slovenian).

			Additional financial support schemes can be provided as part of universal service, covered by the EECC.

			5.2.3	Designated government entity or department of a government agency for matters of ICT accessibility 

			Organizational alignment with policies and strategies is one of the key factors for the effective and successful implementation of such policies and strategies. In most of the countries, responsibilities for ICT accessibility matters are split among different bodies, such as ministerial departments, national regulatory authorities or bodies in charge of electronic communications or audiovisual media services. Rarely are there dedicated agencies dealing with ICT accessibility across sectors. With the implementation of the Web Accessibility Directive, EU Member States have been required to designate a government body to perform the monitoring and reporting functions, and a body responsible for the enforcement. This is good practice also for other accessibility areas. 

			Most of the countries reported their NRAs or bodies designated to perform the monitoring and reporting functions under the Web Accessibility Directive. Both types of entities do have a role in ICT accessibility; however, rarely do countries have designated entities covering broad areas of ICT accessibility. ITU has identified four countries that could serve as good examples in the area of ICT accessibility in terms of their designated government entities or agencies:

			•	Croatia – Central State Office for the Development of Digital Society (in Croatian)

			•	Denmark – Agency for Digitization

			•	Malta – Foundation for Information Technology Accessibility (FITA) 

			•	Portugal – Administrative Modernization Agency (AMA); 

			•	Sweden – Agency for Digital Government (DIGG).

			5.2.4	Established or designated coordination mechanism within government to facilitate ICT accessibility across different sectors and at different levels

			ITU estimates that most of the European countries have established one or more focal points and/or coordination mechanisms within government to secure implementation of the UNCRPD and facilitate related action. Such focal points and/or coordination mechanisms usually include representatives of organizations of persons with disabilities. Moreover, formal procedures of engagement and liaison with organizations of persons with disabilities in consultation processes related to the UNCRPD have also been established.

			In some countries, coordination mechanisms are established at the government level and led by prime ministers. In others, coordination is conducted at the ministerial level. The government- or ministerial-level bodies may also have expert or advisory councils. Separate focal points and/or coordination mechanisms may be established in relation to implementation of the ICT accessibility legislation. Sometimes, NRAs may serve as focal points.

			Focal points and coordination mechanisms are in line with the UNCRPD, which stipulates (Art. 4, para. 3) that States parties shall closely consult with persons with disabilities, through their representative organizations, in the development and implementation of legislation and policies aimed at implementing the UNCRPD, and in other decision-making processes concerning issues relating to persons with disabilities. Moreover, in order to ensure proper implementation of the UNCRPD and related legislation, in particular implementation of the rules on conformity with accessibility requirements, it is of the utmost importance for States party to consult with persons with disabilities and other relevant stakeholders – including organizations representing the interests of older persons, social partners, industry and civil society – on a regular basis. In legislative preparatory work, consultations at expert level are also recommended.

			ITU has identified a number of good practices in terms of mechanisms to secure implementation of the UNCRPD and facilitate related action.

			
				The Finnish Advisory Board for the Rights of Persons with Disabilities 

				The Finnish Advisory Board for the Rights of Persons with Disabilities (VANE) has been established as the national coordinating mechanism for implementation of the UNCRPD. 

				The Board operates under the Ministry of Social Affairs and Health. It promotes implementation of the UNCRPD and takes into account the rights of persons with disabilities in all aspects of government. It prepares an action programme for its term of office, defining the national objectives for implementation of the UNCRPD, the measures promoting UNCRPD implementation and the follow-up measures. 

				The Board operates as a coordination mechanism in accordance with Article 33 of the UNCRPD (National implementation and monitoring). It designates, from among its members, a representative of persons with disabilities to act as the focal point for the activities referred to in Article 33. 

				The Advisory Board consists of representatives of ministries, persons with disabilities and their families, labour-market organizations and researchers, as well as representatives from regional and local governments. It comprises a Chair, a Vice-Chair and a maximum of 16 members. The Board also has a Secretary-General and a Planning Officer. The government appoints the VANE for four years at a time. 

				Finland has also established Municipal Disability Councils (MDC), which are collaboration forums for associations of persons with disabilities, the authorities and decision-makers. The role of MDCs is to influence municipal planning, decision-making and monitoring in all areas of local government. A municipal disability council may initiate actions as well as giving statements and opinions. The objective is that persons with disabilities be able to exercise their rights. 

				Persons with disabilities as well as their families and organizations must be adequately represented, so that the viewpoints of persons with disabilities are taken into account when preparing and making decisions. 

				MDCs participate in all local government planning and decision-making. Effective collaboration between a municipality and its disability council benefits both parties. It is important that representatives of different branches of local government be represented in the MDC or be invited when necessary. In that way, the MDC expertise can be channelled to support everyone in the municipality who makes decisions that affect persons with disabilities. When collaboration works well, information flows seamlessly in both directions: The disability councils actively raise identified issues. Municipal bodies, for their part, benefit from MDC expertise. 

				Several municipalities have drawn up their own disability policy programmes. The programme functions as a pathfinder for disability policy in the municipality. It also commits the various parties to improving the position of persons with disabilities in the municipality. The principles of the UNCRPD create a foundation for disability policy programmes at municipal level, too.

			

			
				The Czech Government Board for Persons with Disabilities 

				In the Czech Republic, the Government Board for Persons with Disabilities was established in 1991 as the government disability advisory body. 

				The Government Board consists of representatives of the government and ministries and representatives of associations of persons with disabilities and their employers. It cooperates with the public administration authorities as well as with NGOs.

				The main task of the Board is to highlight problems faced by persons with disabilities that are within the competence of different ministries. The Government Board also prepares opinions and recommendations on disability-related materials submitted to the government for consideration, and monitors the implementation of the National Plan for the promotion of equal opportunities for persons with disabilities. Its work is governed by the Board Statutes. 

				Soon after its establishment, the Government Board prepared the first national disability action plan. Over the years, the plan has been updated several times and approved by the government. This placed the Czech Republic among countries with a supportive environment for persons with disabilities. 

			

			
				The Council of Persons with Disabilities of Bosnia and Herzegovina 

				Bosnia and Herzegovina has established the Council of Persons with Disabilities (CPDBH), composed of 20 members – half of them drawn from representatives of all levels of the government (both entities of Bosnia and Herzegovina and the Brcko District of Bosnia and Herzegovina (BDBH)), and the other half from the representatives of organizations of persons with disabilities at the entity and BDBH levels. The aim of the Council is to improve mechanisms for protection of the human rights of persons with disabilities and coordination between institutions at the State level. 

			

			5.2.5	One or more independent regulatory authorities or other independent mechanisms designated to promote, protect, enforce and monitor implementation of ICT accessibility laws, regulations, policies and strategies

			With regard to independent mechanisms to promote, protect, enforce and monitor the implementation of ICT accessibility laws, regulations, policies and strategies, the majority of countries have established national regulatory authorities or bodies for electronic communications and audiovisual media services: 

			•	NRAs in the area of electronic communications

			•	NRAs or bodies in the area of audiovisual media services.

			EU countries have also designated bodies to perform the monitoring and reporting functions in regard to implementation of the Web Accessibility Directive: 

			•	Member States’ bodies in charge of monitoring, reporting and enforcement of the Web Accessibility Directive. 

			There is, however, a lack of such mechanisms in regard to ICT accessibility in other areas (such as accessibility of products and services, and public procurement of ICT products and services).

			5.2.6	Independent monitoring process established with the participation of civil society, in particular persons with disabilities and their representative organizations, for the implementation of ICT accessibility laws, regulations and policies

			Most of the European countries have established frameworks to promote, protect and monitor implementation of the UNCRPD. The United Nations Committee on the Rights of Persons with Disabilities on the implementation of the UNCRPD has adopted the Guidelines on independent monitoring frameworks. Such frameworks should include one or more independent mechanisms that are established and operate in accordance with the Paris Principles, i.e. they are autonomous from the government, their independence is guaranteed by a statute or constitution, they are plural and they have adequate resources and adequate powers of investigation. Civil society, in particular persons with disabilities and their representative organizations, must also be involved and participate fully in the monitoring process.

			There is still a lack of adequate monitoring mechanisms to ensure the practical implementation of accessibility standards and relevant legislation, especially with regard to the implementation of ICT accessibility laws, regulations and policies. In certain countries, such monitoring mechanisms are still established at local or regional levels, where they lack the technical knowledge and resources. Even at the national level, a lack of knowledge and resources may hinder the effectiveness of monitoring mechanisms. Moreover, civil society, such as national associations or councils, rarely have the knowledge, capacities and financial means to participate fully in independent processes for ensuring access to information and communication.

			ITU has identified a number of good practices in establishing independent monitoring frameworks for implementation of the provisions of the UNCRPD. Several Member States have established independent monitoring frameworks, by engaging their human-rights and/or equality bodies that operate in accordance with the Paris Principles. They also include civil-society organizations in the monitoring frameworks. Organizations of persons with disabilities have emphasized that they need access to information and adequate data, including disaggregated data, to assist their monitoring activities. Moreover, they may need more resources and proper training to support their full participation in monitoring mechanisms, especially in relation to issues such as access to information and communication.

			
				Ombudsman for persons with disabilities in Croatia

				In 2007, Croatia established the Office of the Ombudsman for persons with disabilities (OOPD). The OOPD was established with the Disability Ombudsman Act. The Ombudsman is appointed by the Croatian Parliament 

				The OOPD is an independent body whose main task is monitoring, promotion and protection of the rights of persons with disabilities. It thus constitutes a mechanism for protecting the human rights of persons with disabilities, which the latter may contact directly and through which they may advocate their rights and influence decisions that affect their lives. The Ombudsman for persons with disabilities has the right to access facilities and obtain information on the care provided for persons with disabilities who reside, work or are temporarily or permanently placed with natural and legal persons and other legal entities on the basis of special regulations. The Ombudsman submits an annual report for adoption by the Croatian Parliament.

				Organizations of persons with disabilities are also involved in the independent monitoring framework. They submit their report on the implementation of the UNCRPD to the Parliament.

			

			
				Commission for equal rights of persons with disabilities in Israel

				The Equal Rights Commission was established in 2000, pursuant to the Equal Rights for Persons with Disabilities Law 5758-1998. The object of this law is to protect the dignity and liberty of persons with disabilities, to enshrine their right to equal and active participation in society in all major spheres of life and, furthermore, to provide an appropriate response to their special needs, in such a manner as to enable them to live their lives with maximum independence, in privacy and with dignity, realizing their potential to the full.

				There are 1.4 million people with disabilities living in Israel, and they constitute more than one fifth of the adult population. More than 450 thousand have a severe disability. They are often discriminated against because of their disability, and their social and economic situation is poorer than that of the overall population.

				The Equal Rights Commission was tasked with promoting implementation of the UNCRPD, supervising its implementation and other functions deriving from the UNCRPD. Other key functions of the Commission are as follows:

				•	The Commission enforces the accessibility regulations. It engages professional supervisors, nationwide, in the areas of service accessibility and accessibility of buildings, infrastructure and surroundings. The supervisors operate “in the field”, examining the actual accessibility situation in various areas, according to professional criteria, and request those so obligated to rectify the issues identified. Legal proceedings are initiated, as necessary. 

				•	The Commission works to prevent discrimination and to promote the integration of people with disabilities into Israeli society as citizens with equal rights and obligations in various spheres of life. These include employment, housing, education, legal capacity and guardianship, social security, culture and leisure. In order to achieve these goals, the Commission creates partnerships with relevant parties in all sectors – government, local authorities, the private sector and civil society. 

				•	The Commission works to promote policies relating to the rights of people with disabilities, besides providing solutions to individuals. This includes professional counselling, legal responses to public inquiries, supervision, filing of indictments and civil suits, promoting and initiating legislation, monitoring and promoting the UNCRPD, organizing conferences and seminars, distributing and editing information materials and books, collecting data and information, and more.

				The Commission is headed by the Commissioner for equal rights for persons with disabilities, and has three main units: Accessibility, Legal department and Community inclusion.

				The Commission has an Advisory Committee that includes representatives of NGOs, experts, jurists and representatives of the public. Most members of the Advisory Committee are persons with disabilities.

			

			
Chapter 6.  Implementing ICT accessibility

			The implementation of ICT accessibility is a complex challenge. Countries have to establish solid and forward-looking legal and regulatory accessibility frameworks. This is not an easy task, even for countries that follow and implement the EU law. EU directives require only minimum harmonization, and it is up to individual countries to establish more ambitious legal and regulatory requirements.

			Countries’ legal and regulatory frameworks define their accessibility commitments. The ICT accessibility assessment has revealed significant differences among countries – while some define minimum requirements, others set ambitious and forward-looking goals and objectives. 

			The biggest differentiator is effectiveness of implementation, which depends on countries’ capacity to meet commitments. Their policies, strategies and plans need to be aligned with their commitments, and with their legal and regulatory frameworks, to facilitate implementation.

			The effectiveness of implementation also depends on leadership commitment to ICT accessibility and digital inclusion, organizational alignment with policies and strategies, stakeholder involvement, an engaging environment and a performance culture. 

			The major inhibitor for successful implementation is lack of awareness among all stakeholders about the importance of ICT accessibility, developments, innovations and trends. Therefore, ICT accessibility or digital inclusion strategies should take into account regional, national and local events that offer an important means of sharing information and experience on the implementation of commitments, developments, innovations and good practices. Stakeholders will also gain a better understanding of the importance of digital inclusion if they can learn, through examples and storytelling, about the impact of ICT accessibility on economic and social development. 

			ITU, together with its partners, promotes the implementation of forward-looking accessibility legislation and regulations. It provides a platform for all stakeholders to collaborate in defining accessibility standards. Through its regional initiatives, and related regional knowledge-development platforms which encompass regional events in ICT accessibility, such as “Accessible Europe – ICT for ALL”, ITU contributes to exchange of information, awareness-raising and sharing of good practices. It promotes innovative digital solutions that play a vital role in the empowerment of persons with disabilities and are an important enabler for their inclusion in the society. Countries across the region can draw on an array of ITU accessibility tools and resources, and tailor international policies, standards and good practices from other countries to fit their respective national circumstances.

			The capacity to meet commitments critically depends on skills. Education and training are key enablers for capacity development. ICT accessibility skills need to be improved through education and training. All key stakeholders need to be involved in capacity development, and synergies have to be established in order to achieve the greatest impact. Professionals in all areas should understand what accessible ICTs are, and how they can contribute to digital inclusion from their field of influence. It is also important to improve ICT accessibility skills, so that accessible ICTs can be used more effectively.

			Monitoring and reporting are an essential part of the implementation of ICT accessibility. Policies and regulations should include monitoring mechanisms to measure the progress of the implementation of commitments and action plans at all levels, with clearly defined reporting processes. Enforcement mechanisms are also key. 

			Governments, the private sector, academia, organizations of persons with disabilities, as well as other stakeholders and interested parties play an important role in ensuring that countries meet their commitments and international obligations are respected, so as to achieve digitally inclusive communities. Their engagement is key in ensuring the development and deployment of ICTs that are affordable and accessible for everyone. 

			With this in mind, recommended actions to be carried out by the different stakeholders to implement ICT accessibility are set forth below:

			Governments and policy-makers

			•	Establish solid and forward-looking legal and regulatory frameworks for ICT accessibility, ensuring equitable access to information, communications and ICT products and services. This is a global commitment and human right.

			•	Consult with representative organizations of persons with disabilities and all other relevant stakeholders, but also with those that are not members of national-level unions, and involve them in the process of developing accessibility laws, regulations, policies, strategies and action plans.

			•	Recognize national sign languages in legislation to guarantee linguistic rights for all deaf persons. Accept and facilitate the use of sign languages, Braille, augmentative and alternative communication and all other accessible means, modes and formats of communication of their choice by persons with disabilities in official interactions.

			•	Provide guidelines for various sectors and situations in which accessible means, modes and formats can be requested and obtained by persons with disabilities, including closed captioning, real-time translation (CART), sign language, Braille, simple language, etc. 

			•	Develop ICT accessibility policies, strategies and action plans, and align organizational structures and processes for effective implementation, by following good practices tailored to national circumstances.

			•	Provide equitable access to information by making websites and mobile applications of all public-sector bodies accessible, including those providing services partially or fully financed by public funds.

			•	Gradually extend the requirements for equitable access to information to the private sector, including the mass media and providers of information over the Internet. 

			•	Provide digital services that are affordable, secure and accessible to all, regardless of their skills, abilities and economic means.

			•	Define accessibility requirements and targets for audiovisual media services and require service providers to prepare accessibility action plans and regularly report on their implementation to national regulatory authorities or bodies.

			•	Ensure affordable and equitable access to electronic communications services, including by providing relay services and/or total conversation services.

			•	Ensure equitable access to emergency services.

			•	Promote the creation of a market for accessible ICTs through mandatory ICT accessibility procurement policies and harmonized standards, together with an enforcement mechanism.

			•	Increase employment opportunities for persons with disabilities by using accessible ICT products and services.

			•	Ensure equitable access to education and skills through accessible ICTs.

			•	Develop accessibility curricula to be incorporated in all levels of education, and provide ICT accessibility training for teachers.

			•	Provide ICT accessibility training for bodies and businesses, especially small and medium enterprises (SMEs), in cooperation with academia, including on accessibility issues facing persons with disabilities.

			•	Provide support to persons with disabilities so that they can improve ICT accessibility skills and use accessible ICTs. 

			•	Foster economic and social development for all.

			•	Establish an observatory of national accessibility developments and promote good practices.

			Industry

			•	Develop accessible ICTs, products, information environments and services in accordance with the principles of universal design and international and harmonized standards.

			•	Participate in developing international and European ICT accessibility standards.

			•	Create an accessible and inclusive workplace.

			•	Foster inclusion through corporate social responsibility.

			•	Increase employment opportunities for persons with disabilities by using and providing accessible products and services.

			•	Involve persons with disabilities in all phases of the development of accessible ICT products and services, including design, development, testing and deployment of accessible digital technologies, to ensure they meet the needs of persons with disabilities. 

			•	Create employment opportunities for persons with disabilities in the technology sector and facilitate the development of technologies with accessible design.

			Academia

			•	Develop accessible learning environments for students with disabilities.

			•	Develop ICT accessibility curricula for university courses and for training of professionals, such as designers, developers or testers in government, industry and other stakeholders.

			•	Create capabilities among designers and developers to design and develop accessible ICT products and services.

			Organizations of persons with disabilities

			•	Work with governments to ensure that proper legal and regulatory commitments, including effective monitoring and enforcement mechanisms, are in place. 

			•	Work with governments to ensure that international laws and human rights, including access to ICTs, are respected and protected.

			•	Create awareness about digital inclusion and ICT accessibility.

			•	Empower members through the acquisition of competences for learning and active participation in digital society.

			Audiovisual media service providers

			•	Provide accessible broadcast television and catch-up or on-demand services with access services, which include subtitling, audio subtitling, audio description, signing and accessible online content and services.

			•	Develop accessibility action plans with clear targets and timelines, and regularly publish reports on implementation of the action plans and the provision of access services.

			•	Cooperate with other audiovisual media service providers in the provision of access services and find synergies.

			Electronic communications service providers and network operators

			•	Provide affordable and equitable access to electronic communications services for all, including by providing relay services and/or total conversation services.

			•	Provide equitable access to emergency services.

			•	Develop affordable packages that include broadband access services.

			•	Provide choice of packages for persons with disabilities.

			•	Provide (re)transmission, alongside the respective general-interest TV channels, of complementary services, particularly accessibility services, to enable appropriate access for end users with disabilities.

			
Abbreviations and acronyms

			Various abbreviations and acronyms are used through the document. The main ones are listed here for ease of reference.

			
				
					
					
				
				
					
							
							Abbreviation/acronym

						
							
							Meaning

						
					

				
				
					
							
							AI

						
							
							artificial intelligence

						
					

					
							
							AVMS

						
							
							audiovisual media services

						
					

					
							
							AVMSD

						
							
							Audiovisual Media Services Directive

						
					

					
							
							BDT

						
							
							ITU Telecommunication Development Bureau

						
					

					
							
							BEREC

						
							
							Body of European Regulators for Electronic Communications

						
					

					
							
							CART

						
							
							communication access real-time translation

						
					

					
							
							EBU

						
							
							European Broadcasting Union

						
					

					
							
							EDF

						
							
							European Disability Forum

						
					

					
							
							EEA

						
							
							European Economic Area

						
					

					
							
							EECC

						
							
							European Electronic Communications Code

						
					

					
							
							EFTA

						
							
							European Free Trade Agreement

						
					

					
							
							EPG

						
							
							electronic programme guide

						
					

					
							
							ERGA

						
							
							European Regulators Group for Audiovisual Media Services 

						
					

					
							
							ETSI

						
							
							European Telecommunications Standards Institute

						
					

					
							
							EU

						
							
							European Union

						
					

					
							
							IAAP

						
							
							International Association of Accessibility Professionals

						
					

					
							
							ICT

						
							
							information and communication technology

						
					

					
							
							IoT

						
							
							Internet of Things

						
					

					
							
							ITU

						
							
							International Telecommunication Union

						
					

					
							
							ITU-D

						
							
							ITU Telecommunication Development Sector

						
					

					
							
							NGO

						
							
							non-governmental organization

						
					

					
							
							NRA

						
							
							national regulatory authority

						
					

					
							
							ODPS

						
							
							on-demand programme services

						
					

					
							
							PSAP

						
							
							public-safety answering point

						
					

					
							
							PSM

						
							
							public service media

						
					

					
							
							RA

						
							
							ITU Radiocommunication Assembly

						
					

					
							
							SDG

						
							
							Sustainable Development Goal

						
					

					
							
							SMEs

						
							
							small and medium enterprises

						
					

					
							
							TRS

						
							
							telecommunication relay service

						
					

					
							
							UN

						
							
							United Nations

						
					

					
							
							UNCRPD

						
							
							UN Convention on the Rights of Persons with Disabilities

						
					

					
							
							UNDIS

						
							
							UN Disability Inclusion Strategy

						
					

					
							
							VRS

						
							
							video relay service

						
					

					
							
							WCAG

						
							
							Web Content Accessibility Guidelines

						
					

					
							
							WHO

						
							
							World Health Organization

						
					

					
							
							WIPO

						
							
							World Intellectual Property Organization

						
					

					
							
							WTDC

						
							
							World Telecommunication Development Conference

						
					

					
							
							WTSA

						
							
							World Telecommunication Standardization Assembly

						
					

				
			

			
Annexes

			Annex 1: UNCRPD ratification status

			This annex shows the status of signature and formal confirmation, accession or ratification in respect of the UNCRPD for Member States in the ITU Europe region.

			
				
					
					
					
					
					
				
				
					
							
							
							Convention on the Rights of Persons with Disabilities

							New York, 13 December 2006

						
							
							Optional Protocol to the Convention on the Rights of Persons with Disabilities

							New York, 13 December 2006

						
					

					
							
							Country

						
							
							Signature

						
							
							Formal confirmation (c) Accession (a) Ratification

						
							
							Signature

						
							
							Formal confirmation (c) Accession (a) Ratification

						
					

				
				
					
							
							Albania

						
							
							22 Dec 2009

						
							
							11 Feb 2013

						
							
							
					

					
							
							Andorra

						
							
							27 Apr 2007

						
							
							11 Mar 2014

						
							
							
					

					
							
							Austria

						
							
							30 Mar 2007

						
							
							26 Sep 2008

						
							
							30 Mar 2007

						
							
							26 Sep 2008

						
					

					
							
							Belgium

						
							
							30 Mar 2007

						
							
							 2 Jul 2009

						
							
							30 Mar 2007

						
							
							 2 Jul 2009

						
					

					
							
							Bosnia and Herzegovina

						
							
							29 Jul 2009

						
							
							12 Mar 2010

						
							
							29 Jul 2009

						
							
							12 Mar 2010

						
					

					
							
							Bulgaria

						
							
							27 Sep 2007

						
							
							22 Mar 2012

						
							
							18 Dec 2008

						
							
					

					
							
							Croatia

						
							
							30 Mar 2007

						
							
							15 Aug 2007 

						
							
							30 Mar 2007

						
							
							15 Aug 2007 

						
					

					
							
							Cyprus

						
							
							30 Mar 2007

						
							
							27 Jun 2011

						
							
							30 Mar 2007

						
							
							27 Jun 2011

						
					

					
							
							Czech Republic

						
							
							30 Mar 2007

						
							
							28 Sep 2009

						
							
							30 Mar 2007

						
							
					

					
							
							Denmark

						
							
							30 Mar 2007

						
							
							24 Jul 2009

						
							
							
							23 Sep 2014 (a)

						
					

					
							
							Estonia

						
							
							25 Sep 2007

						
							
							30 May 2012

						
							
							
							30 May 2012 (a)

						
					

					
							
							Finland

						
							
							30 Mar 2007

						
							
							11 May 2016

						
							
							30 Mar 2007

						
							
							11 May 2016

						
					

					
							
							France

						
							
							30 Mar 2007

						
							
							18 Feb 2010

						
							
							23 Sep 2008

						
							
							18 Feb 2010

						
					

					
							
							Georgia

						
							
							10 Jul 2009

						
							
							13 Mar 2014

						
							
							10 Jul 2009

						
							
					

					
							
							Germany

						
							
							30 Mar 2007

						
							
							24 Feb 2009

						
							
							30 Mar 2007

						
							
							24 Feb 2009

						
					

					
							
							Greece

						
							
							30 Mar 2007

						
							
							31 May 2012

						
							
							27 Sep 2010

						
							
							31 May 2012

						
					

					
							
							Hungary

						
							
							30 Mar 2007

						
							
							20 Jul 2007

						
							
							30 Mar 2007

						
							
							20 Jul 2007

						
					

					
							
							Iceland

						
							
							30 Mar 2007

						
							
							23 Sep 2016

						
							
							30 Mar 2007

						
							
					

					
							
							Ireland

						
							
							30 Mar 2007

						
							
							20 Mar 2018

						
							
							
					

					
							
							Israel

						
							
							30 Mar 2007

						
							
							28 Sep 2012

						
							
							
					

					
							
							Italy

						
							
							30 Mar 2007

						
							
							15 May 2009

						
							
							30 Mar 2007

						
							
							15 May 2009

						
					

					
							
							Latvia

						
							
							18 Jul 2008

						
							
							 1 Mar 2010

						
							
							22 Jan 2010

						
							
							31 Aug 2010

						
					

					
							
							Liechtenstein

						
							
							 8 Sep 2020

						
							
							
							
					

					
							
							Lithuania

						
							
							30 Mar 2007

						
							
							18 Aug 2010

						
							
							30 Mar 2007

						
							
							18 Aug 2010

						
					

					
							
							Luxembourg

						
							
							30 Mar 2007

						
							
							26 Sep 2011

						
							
							30 Mar 2007

						
							
							26 Sep 2011

						
					

					
							
							Malta

						
							
							30 Mar 2007

						
							
							10 Oct 2012

						
							
							30 Mar 2007

						
							
							10 Oct 2012

						
					

					
							
							Moldova

						
							
							30 Mar 2007

						
							
							21 Sep 2010

						
							
							27 Sep 2018

						
							
					

					
							
							Monaco

						
							
							23 Sep 2009

						
							
							19 Sep 2017 

						
							
							27 Jun 2019

						
							
							27 Jun 2019

						
					

					
							
							Montenegro

						
							
							27 Sep 2007

						
							
							 2 Nov 2009

						
							
							27 Sep 2007

						
							
							 2 Nov 2009

						
					

					
							
							Netherlands

						
							
							30 Mar 2007

						
							
							14 Jun 2016

						
							
							
					

					
							
							North Macedonia

						
							
							30 Mar 2007

						
							
							29 Dec 2011

						
							
							29 Jul 2009

						
							
							29 Dec 2011

						
					

					
							
							Norway

						
							
							30 Mar 2007

						
							
							 3 Jun 2013

						
							
							
					

					
							
							Poland

						
							
							30 Mar 2007

						
							
							25 Sep 2012

						
							
							
					

					
							
							Portugal

						
							
							30 Mar 2007

						
							
							23 Sep 2009

						
							
							30 Mar 2007

						
							
							23 Sep 2009

						
					

					
							
							Romania

						
							
							26 Sep 2007

						
							
							31 Jan 2011

						
							
							25 Sep 2008

						
							
					

					
							
							San Marino

						
							
							30 Mar 2007

						
							
							22 Feb 2008 

						
							
							
					

					
							
							Serbia

						
							
							17 Dec 2007

						
							
							31 Jul 2009

						
							
							17 Dec 2007

						
							
							31 Jul 2009

						
					

					
							
							Slovakia

						
							
							26 Sep 2007

						
							
							26 May 2010

						
							
							26 Sep 2007

						
							
							26 May 2010

						
					

					
							
							Slovenia

						
							
							30 Mar 2007

						
							
							24 Apr 2008

						
							
							30 Mar 2007

						
							
							24 Apr 2008

						
					

					
							
							Spain

						
							
							30 Mar 2007

						
							
							3 Dec 2007

						
							
							30 Mar 2007

						
							
							 3 Dec 2007

						
					

					
							
							Sweden

						
							
							30 Mar 2007

						
							
							15 Dec 2008

						
							
							30 Mar 2007

						
							
							15 Dec 2008

						
					

					
							
							Switzerland

						
							
							
							15 Apr 2014 (a)

						
							
							
					

					
							
							Turkey

						
							
							30 Mar 2007

						
							
							28 Sep 2009

						
							
							28 Sep 2009

						
							
							26 Mar 2015

						
					

					
							
							Ukraine

						
							
							24 Sep 2008

						
							
							 4 Feb 2010

						
							
							24 Sep 2008

						
							
							 4 Feb 2010

						
					

					
							
							United Kingdom

						
							
							30 Mar 2007

						
							
							 8 Jun 2009

						
							
							26 Feb 2009

						
							
							7 Aug 2009

						
					

					
							
							Vatican City State

						
							
							
							
							
					

				
			

			For reservations regarding the UNCRPD see the Convention status page. (HTML). 

			For reservations regarding the Optional Protocol to the UNCRPD see the Protocol status page. (HTML).

			Annex 2: Marrakesh Treaty ratification status

			This annex shows the status of signature and formal confirmation, accession or ratification in respect of the World Intellectual Property Organization (WIPO) Marrakesh Treaty to Facilitate Access to Published Works for Persons Who Are Blind, Visually Impaired, or Otherwise Print Disabled.
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							Instrument
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							Albania

						
							
							
							
					

					
							
							Andorra

						
							
							
							
					

					
							
							Austria

						
							
							25 Jun 2014	

						
							
							
					

					
							
							Belgium

						
							
							25 Jun 2014	

						
							
							
					

					
							
							Bosnia and Herzegovina

						
							
							28 June 2013	

						
							
							
					

					
							
							Bulgaria

						
							
							
							
					

					
							
							Croatia

						
							
							
							
					

					
							
							Cyprus

						
							
							28 Jun 2013	

						
							
							
					

					
							
							Czech Republic

						
							
							24 Jun 2014	

						
							
							
					

					
							
							Denmark

						
							
							28 Jun 2013	
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							Finland

						
							
							20 Jun 2014

						
							
							
					

					
							
							France

						
							
							30 Apr 2014	
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							Germany

						
							
							20 Jun 2014

						
							
							
					

					
							
							Greece

						
							
							30 Apr 2014	
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							Iceland

						
							
							
							
					

					
							
							Ireland

						
							
							20 Jun 2014	

						
							
							
					

					
							
							Israel

						
							
							
							Accession: 21 Mar 2016

						
							
							30 Sep 2016

						
					

					
							
							Italy

						
							
							
							
					

					
							
							Latvia

						
							
							
							
					

					
							
							Liechtenstein

						
							
							
							
					

					
							
							Lithuania

						
							
							27 Sep 2013	

						
							
							
					

					
							
							Luxembourg

						
							
							28 Jun 2013	

						
							
							
					

					
							
							Malta

						
							
							
							
					

					
							
							Moldova

						
							
							28 Jun 2013	

						
							
							Ratification: 19 Feb 2018
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							Montenegro

						
							
							
							
					

					
							
							Netherlands
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							20 Jun 2014	
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							24 Jun 2014	

						
							
							
					

					
							
							Portugal

						
							
							
							
					

					
							
							Romania

						
							
							
							
					

					
							
							San Marino
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							Serbia

						
							
							
							Accession: 24 Feb 2020

						
							
							24 May 2020	
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							Slovenia

						
							
							16 May 2014	

						
							
							
					

					
							
							Spain

						
							
							
							
					

					
							
							Sweden

						
							
							
							
					

					
							
							Switzerland

						
							
							28 Jun 2013	

						
							
							Ratification: 11 Feb 2020

						
							
							11 May 2020	

						
					

					
							
							Turkey

						
							
							1 Nov 2013	

						
							
							
					

					
							
							Ukraine

						
							
							
							
					

					
							
							United Kingdom

						
							
							28 June 2013	

						
							
							Ratification: 1 Oct 2020
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							Vatican City State

						
							
							
							
					

				
			

			For the latest WIPO Marrakesh Treaty ratification status see the Contracting Parties webpage. (HTML).

			Annex 3: ITU framework and resources to support Member State and stakeholder efforts to implement ICT accessibility

			A3.1	ICT accessibility framework towards ensuring digital inclusion for all people including persons with disabilities

			ITU resolutions, regional and global commitments

			•	ITU Strategic Goal 2 (Inclusiveness: Bridge the digital divide): Focuses on global telecommunication/ICT inclusiveness, fostering telecommunication/ICT access, accessibility, affordability and use in all countries and regions and for all peoples, including women and girls, youth and marginal and vulnerable populations, people from lower socio-economic groups, indigenous peoples, older persons and persons with disabilities.

			•	ITU Target 2.9: “By 2023, enabling environments ensuring accessible telecommunications/ICTs for persons with disabilities should be established in all countries”.

			•	Resolution 175 (Rev. Dubai, 2018) of the Plenipotentiary Conference: Telecommunication/information and communication technology accessibility for persons with disabilities and persons with specific needs.

			•	 Resolution 58 (Rev. Buenos Aires, 2017) of WTDC: Telecommunication/information and communication technology accessibility for persons with disabilities and persons with specific needs.

			•	Resolution 70 (Rev. Hammamet, 2016) of WTSA: Telecommunication/information and communication technology accessibility for persons with disabilities.

			•	Resolution ITU-R 67-1 (Rev. Sharm-el-Sheikh, 2019) of RA: Telecommunication/ICT accessibility for persons with disabilities and persons with specific needs. 

			•	UN Convention on the Rights of Persons with Disabilities (UNCRPD)

			•	European Accessibility Act (EAA).

			•	United Nations Disability Inclusion Strategy (UNDIS): UN Secretary-General’s report on the implementation of the UN Disability Inclusion Strategy.

			COVID-19 response and recovery

			•	ITU Guidelines on how to ensure that digital information, services and products are accessible by all people, including persons with disabilities, during COVID-19 (2020).

			•	.UN Policy Brief - A Disability-Inclusive Response to COVID-19 (2020)

			•	UN-DESA – COVID-19 Outbreak and Persons with Disabilities.

			A3.2	ITU resources

			The work of the ITU Telecommunication Development Bureau (BDT) on ICT accessibility supports the advancement of the global disability-inclusive agenda and the development of inclusive digital communities. It does this through raising awareness, building capacity and providing policy and strategy advice to ITU members. BDT is also facilitating joint work platforms such as study groups and regional Accessible ICT for ALL knowledge-development forums enabling stakeholders to share good practices and engage in national and regional digital accessibility implementation.

			One of the key BDT resources is a Toolkit and self-assessment for ICT accessibility implementation – Towards building inclusive digital communities.

			This resource was developed by ITU and provides all stakeholders and other interested parties with the information needed to guarantee that everyone addresses the necessary policy-making, regulatory and strategic implementation components from their respective fields for ICT accessibility implementation. 

			This ITU tool is accompanied by a spreadsheet document that will allow users to run the self-evaluation, obtain relevant guidelines and recommendations tailored to their level of implementation and print out their results in order to monitor improvements. 

			The results of the self-evaluation are based entirely on responses to targeted questions, and responsibility for the results of this self-evaluation lies with the Member State or other stakeholder implementing it. As much information as possible should be provided to obtain the most  accurate and valuable recommendations. 

			Countries are encouraged to use this resource to monitor the implementation of ICT accessibility and to share the assessment results with ITU in order to contribute to regional and global monitoring of ICT accessibility implementation.

			ITU thematic reports and papers, toolkits and assessments

			•	ITU Guidelines on how to ensure that digital information, services and products are accessible by all people, including persons with disabilities during COVID-19 (2020)

			•	Toolkit and Global Standard for safe listening devices and systems (2019)

			•	Artificial intelligence and information and communication technology accessibility (2019)

			•	Standards in the procurement of accessible products and services (2019)

			•	Future of accessible audiovisual media services, TV and video programming (2019)

			•	Report on Question 7/1: Access to telecommunication/ICT services by persons with disabilities and with specific needs (2017)

			•	Model ICT Accessibility Policy Report (2014)

			•	Universal service fund and digital inclusion for all (2013)

			•	Making mobile phones and services accessible for persons with disabilities (2012)

			•	Making television accessible (2011)

			ITU-T guidelines and standards

			•	ITU-T FSTP-ACC-RCS (2019): Overview of remote captioning services

			•	ITU-T F.921 (08/2018): Audio-based indoor and outdoor network navigation system for persons with vision impairment

			•	ITU-T FSTP-CONF -F921 (2018):Compliance of audio-based navigation system for persons with vision impairment 

			•	ITU-T F.930 (03/2018): Multimedia telecommunication relay services

			•	ITU-T F.791 (08/2018): Accessibility terms and definitions

			•	ITU-T FSTP-UMAA (2016): Use cases for assisting persons with disabilities using mobile application

			•	ITU-T FSTP-AM (2015): Guidelines for accessible meetings

			•	ITU-T FSTP-ACC-RemPart (2015): Guidelines for supporting remote participation in meetings for all

			•	ITU-T H.702 (11/2015): Accessibility profiles for IPTV systems

			•	ITU-T H-series Supplement 17 | ISO/IEC Guide 71 (2014): Guide for addressing accessibility in standards

			•	The ICT Opportunity for a Disability-Inclusive Development Framework (2013)

			•	ITU-T FSTP-TACL (2006): Telecommunications Accessibility Checklist.

			ITU online self-paced training courses, video tutorials and national knowledge-development programme

			•	ICT Accessibility: The key to inclusive communication (self-paced online course)

			•	Web Accessibility - The cornerstone of an inclusive digital society (self-paced online course)

			•	Public procurement of accessible ICT products and services (online course on demand)

			•	Internet for @ll: The ITU-D national programme in web accessibility

			•	Creation and remediation of accessible digital documents (video tutorials).

			Additional ITU related training courses and programmes

			•	Audio-based indoor and outdoor network navigation system for persons with vision impairment (training course on ITU-T F.921)

			Working and networking platforms, meetings and events

			•	Accessible Americas – ICTs for ALL 2020, virtual, 25 - 27 November 2020

			•	 ITU-D Study Group 1 plenary and rapporteur groups, 21 September - 2 October 2020, multicountry (e-meeting) 

			•	WSIS Session: UN collaborative efforts towards SDGs, CRPD and UNDIS implementation in Digital Accessibility, 16 July 2020

			•	Public Webinar on digital accessibility during COVID-19, 24 June 2020 

			•	ITU-D study groups – Reflections on COVID-19, 27 May - 29 July 2020, multicountry (e-meeting) 

			•	ITU-D Question 7/1: Access to telecommunication/ICT services by persons with disabilities and with specific needs (2017-2021 study period) 

			•	ITU-D Study Group 1 rapporteur group e-meetings, 21 September - 2 October 2020, multicountry (e-meeting) 

			•	Third meeting of ITU-D Study Group 1 (2018-2021 study period), 17 - 21 February 2020, Geneva, Switzerland

			•	ITU-D Study Group 1 rapporteur group meetings, 23 September - 4 October 2019, Geneva, Switzerland

			•	Second meeting of ITU-D Study Group 1 (2018-2021 study period), 18 - 22 March 2019, Geneva, Switzerland 

			•	ITU-D Study Group 1 rapporteur group meetings, 17 - 28 September 2018, Geneva, Switzerland 

			•	First meeting of ITU-D Study Group 1 (2018-2021 study period), 30 April - 4 May 2018, Geneva, Switzerland 

			•	Reports and guidelines for ITU-D Study Group 1 Questions (for the 2014-2017 study period)

			•	Report on Question 7/1: Access to telecommunication/ICT services by persons with disabilities and with specific needs (2017)

			Additional ITU work and networking platforms, meetings and events related to ICT accessibility

			•	ITU-T Question 24/16: Human factors for intelligent user interfaces and services 

			•	ITU-T Question 26/16: Accessibility to multimedia systems and services

			•	Joint Coordination Activity on accessibility and human factors (JCA-AHF)

			•	Inter-Sector Rapporteur Group on audiovisual media accessibility (IRG-AVA)

			•	ITU-R wireless technological development to improve PwD accessibility and reduce the overall digital disabilities divide

			•	ITU-R Question 145/6: Systems for enabling access to broadcast and cooperative media for persons with disabilities.

			Accessible Europe ICT for ALL events

			•	Accessible Europe - ICT for ALL 2021, virtual, Portugal

			•	Accessible Europe - ICT for ALL 2019, St Julian’s, Malta 

			•	Accessible Europe - ICT for ALL 2018, Vienna, Austria

			Other relevant meetings and events

			•	WSIS Forum 2021

			•	WSIS Forum 2020 (ICT Accessibility Track) 

			•	13th Session of the Conference of States Parties to the UNCRPD

			•	M-Enabling Summit 2020– 14 - 16 September 2020

			•	ITU Webinar: Digital accessibility during COVID-19 and recovery period: An imperative to ensure inclusive societies in the digital world (24 June 2020).

			Annex 4: Accessibility measures overview – Accessibility of public-sector websites and mobile applications

			Directive (EU) 2016/2102 on accessibility of the websites and mobile applications of public-sector bodies – the Web Accessibility Directive – sets 23 September 2020 as the date by which all public-sector websites across the EU should have been accessible for persons with disabilities. 

			The Web Accessibility Directive aims to increase digital inclusion by ensuring that the websites and mobile applications of public-sector bodies are more accessible to users, in particular to persons with disabilities, and to improve the functioning of the internal market by establishing common accessibility requirements for websites and mobile apps all over Europe.

			Although the EU Web Accessibility Directive applies to public-sector websites and mobile applications, it will have an impact on private organizations as well. Organizations that regularly do business with or provide products or services that impact on public-facing government websites and mobile applications may need to comply. 

			The impact on the public sector:

			•	implementation of accessibility requirements;

			•	responding to user feedback;

			•	awareness of accessibility;

			•	providing training;

			•	monitoring and improving the accessibility of websites and mobile applications.

			Benefits for persons with disabilities:

			•	accessible public services;

			•	accessibility statement that explains which content is accessible and where to turn in case of problems;

			•	possibility to flag accessibility issues and ask for accessible alternatives.

			
				
					
					
					
					
					
					
				
				
					
							
							Deadline

							/Milestone

						
							
							Action(s)

						
							
							What is covered?

						
							
							Who must do it?

						
							
							How to comply?

						
							
							Exceptions

						
					

				
				
					
							
							23 September 2018

						
							
							Incorporate the directive into national laws.

							Submit the text of the implemented provisions to the Commission.

							Designate and inform the Commission of the designated bodies:

							•	Responsible for the enforcement of the directive; 

							•	Responsible for monitoring and reporting on the implementation of the directive.

						
							
							
							EU Member States

						
							
							
					

					
							
							12 October 2018

						
							
							Publication of the decisions establishing: 

							•	Model accessibility statement;

							•	Monitoring methodology; 

							•	Reporting requirements.

						
							
							
							European Commission

						
							
							
					

					
							
							21 December 2018

						
							
							Publication of the decision on accessibility requirements by adopting the harmonized standard for websites and mobile applications (EN 301 549 V2.1.2).

						
							
							
							European Commission

						
							
							
					

					
							
							23 September 2019

						
							
							Make websites accessible

						
							
							All websites published on or after 23 September 2018 

						
							
							State, regional or local authorities.

							Bodies governed by public law.

							Associations formed by one (or more) such authorities or one (or more) such bodies governed by public law, if those associations are established for the specific purpose of meeting needs in the general interest, not having an industrial or commercial character.

						
							
							Meet WCAG 2.1, level AA.

							Provide an accessibility statement.

							Set up a feedback mechanism to enable any person to notify you of any failures to comply with the accessibility requirements or ask you to provide accessible alternatives.

						
							
							Office file formats published before 23 September 2018.

							Live video or audio or other time-based media.

							Online maps and mapping services, as long as essential information is provided in an accessible digital form for maps intended for navigational use.

							Third-party content that is neither funded nor developed by, nor under the control of, the public-sector body concerned.

							Reproductions of items in heritage collections that cannot be made fully accessible.

							Extranets and intranets – websites that are only available for a closed group of people and not to the general public, published before 23 September 2019, until they undergo a substantial revamp

							Archives – content of websites and mobile applications that contain content that is neither needed for active administrative processes nor updated or edited after 23 September 2019.

						
					

					
							
							23 September 2020

						
							
							Make websites accessible

						
							
							All websites published before 23 September 2018

						
							
							State, regional or local authorities.

							Bodies governed by public law.

							Associations formed by one (or more) such authorities or one (or more) such bodies governed by public law, if those associations are established for the specific purpose of meeting needs in the general interest, not having an industrial or commercial character.

						
							
							Meet WCAG 2.1, level AA.

							Provide an accessibility statement.

							Set up a feedback mechanism to enable any person to notify you of any failures to comply with the accessibility requirements or ask you to provide accessible alternatives.

						
							
							Pre-recorded video or audio or other time-based media published before 23 September 2020.

							Live video or audio or other time-based media.

							Online maps and mapping services, as long as essential information is provided in an accessible digital form for maps intended for navigational use.

							Third-party content that is neither funded nor developed by, nor under the control of, the public-sector body concerned.

							Reproductions of items in heritage collections that cannot be made fully accessible.

						
					

					
							
							23 June 2021

						
							
							Make mobile applications accessible

						
							
							Mobile applications

						
							
							State, regional or local authorities.

							Bodies governed by public law.

							Associations formed by one (or more) such authorities or one (or more) such bodies governed by public law, if those associations are established for the specific purpose of meeting needs in the general interest, not having an industrial or commercial character.

						
							
							Meet WCAG 2.1, level AA.

							Provide an accessibility statement.

							Set up a feedback mechanism to enable any person to notify you of any failures to comply with the accessibility requirements or ask you to provide accessible alternatives.

						
							
					

					
							
							23 December, 2021

						
							
							Submit the first report to the Commission on the outcome of monitoring on the conformity of the websites and mobile applications with accessibility requirements, including the measurement data, and including information on the use of enforcement procedures.

							Reports must be submitted every three years thereafter.

						
							
							
							All Member States

						
							
							
					

					
							
							23 June 2022

						
							
							Review of application of the directive, taking into account the Member State reports on the outcome of their monitoring and enforcement.

						
							
							
							European Commission

						
							
							
					

				
			

			Annex 5: Accessibility measures overview – Accessibility of audiovisual media services

			Directive (EU) 2018/1808 on the coordination of certain provisions laid down by law, regulation or administrative action in Member States concerning the provision of audiovisual media services – the Audiovisual Media Services Directive – aims to implement the right of persons with disabilities and older persons to participate and be integrated in social and cultural life.

			In accordance with the Audiovisual Media Services Directive, Member States should, without undue delay, ensure that media service providers under their jurisdiction actively seek to make content accessible to persons with disabilities, in particular those with a visual or hearing impairment. Accessibility requirements should be met through a progressive and continuous process, while taking into account the practical and unavoidable constraints that may prevent full accessibility, such as programmes or events broadcast in real time. In order to measure the progress that media service providers have made in making their services progressively accessible to people with visual or hearing disabilities, Member States should require media service providers established on their territory to report to them on a regular basis. They must also designate an online point of contact to provide information and receive complaints regarding accessibility issues. Public emergency information provided through audiovisual media services, for example in natural disaster situations, must be accessible to persons with disabilities.

			Benefits for persons with disabilities:

			•	continuously and progressively more accessible audiovisual media services;

			•	accessibility requirements for both television broadcasting and video on demand;

			•	accessibility provided through at least sign language, subtitling for the deaf and hard of hearing, spoken subtitles and audio description.

			
				
					
					
					
				
				
					
							
							Deadline

							/Milestone

						
							
							Action(s)

						
							
							Who must do it?

						
					

				
				
					
							
							19 September 2020

						
							
							Incorporate the directive into national laws.

							Submit the text of the implemented provisions to the Commission.

							Implement the measures.

							Designate a single, easily accessible, including by persons with disabilities, and publicly available online point of contact for providing information and receiving complaints regarding any accessibility issues in relation to audiovisual media services.

							Ensure that services provided by media service providers under State jurisdiction are made continuously and progressively more accessible to persons with disabilities. 

							Ensure that media service providers report on a regular basis to the national regulatory authorities or bodies on the implementation of accessibility measures.

							Encourage media service providers to develop accessibility action plans and communicate them to the national regulatory authorities or bodies.

							Ensure that emergency information, including public communications and announcements in natural disaster situations, that is made available to the public through audiovisual media services is provided in a form which is accessible to persons with disabilities.

						
							
							EU Member States

						
					

					
							
							19 September 2020

						
							
							Make services continuously and progressively more accessible to persons with disabilities.

							Develop accessibility action plans and communicate them to the national regulatory authorities or bodies.

							Report on a regular basis to the national regulatory authorities or bodies on implementation of the measures to make audiovisual media services continuously and progressively more accessible to persons with disabilities.

						
							
							Media service providers

						
					

					
							
							19 December 2022 

							(every 3 years thereafter)

						
							
							Submit the first report to the Commission on the implementation of accessibility of audiovisual media services to persons with disabilities.

						
							
							EU Member States

						
					

					
							
							19 December 2022

							(every 3 years thereafter)

						
							
							Submit the first report to the European Parliament, to the Council and to the European Economic and Social Committee on the application of the directive.

						
							
							European Commission

						
					

					
							
							19 December 2026

						
							
							Submit an ex-post evaluation to the European Parliament and the Council on the impact of the directive and its added value, accompanied, where appropriate, by proposals for its review.

						
							
							European Commission

						
					

				
			

			Annex 6: Accessibility measures overview – Accessibility of electronic communications

			Directive (EU) 2018/1972 establishes the European Electronic Communications Code.

			Benefits for persons with disabilities:

			•	equivalent services for users with disabilities;

			•	affordable access to specialized facilities for persons with disabilities to use these services;

			•	alternative channels to reach emergency services (such as real-time text, SMS or emergency applications) should be available.

			
				
					
					
					
				
				
					
							
							Deadline

							/Milestone

						
							
							Action(s)

						
							
							Who must do it?

						
					

				
				
					
							
							21 December 2020

						
							
							Incorporate the directive into national laws.

							Communicate the text of the implemented provisions to the Commission.

							Ensure affordable universal service, including adequate broadband access.

							Ensure that appropriate support is provided to consumers with disabilities and other specific measures are taken to ensure that related terminal and specific equipment as well as specific services that enhance equivalent access (such as total conversation services and relay services) are available and affordable to persons with disabilities.

							Ensure equivalent and free-of-charge access to a service operating a ‘116000’ hotline to report cases of missing children, and a child helpline, so that end users with disabilities are able to access this service to the greatest extent possible, including while travelling in other Member States. If applicable, the same applies for the helpline that helps children in need of care and protection through the use of the ‘116111’ number.

							Ensure non-discrimination and safeguard fundamental rights in respect of electronic communications service providers or with regard to end-user access to, or use of, services and applications.

						
							
							EU Member States

						
					

					
							
							21 December 2020

						
							
							Provide information requirements for contracts in accessible formats for end users with disabilities.

							Provide consumers with a concise and easily readable contract summary with the main elements of the information requirements, including the extent to which the products and services are designed for end users with disabilities.

							Provide appropriate support to persons with disabilities and take other specific measures to ensure the provision of accessible and affordable terminal and specific equipment.

							Provide choice (in terms of services and packages) for end users with disabilities and equivalent access to electronic communications services.

							When transmitting radio and television broadcast channels for which must-carry rules apply, provide related complementary services, in particular accessibility services to enable appropriate access for end users with disabilities and data supporting connected television services and EPGs.

						
							
							Electronic communications service providers

						
					

					
							
							21 December 2020 

							(every 3 years thereafter)

						
							
							Submit the first report to the European Parliament and to the Council on the effectiveness of the implementation of the single European emergency number ‘112’.

						
							
							European Commission

						
					

					
							
							21 June 2022

						
							
							Ensure that, when public warning systems regarding imminent or developing major emergencies and disasters are in place, public warnings are transmitted by providers of mobile number-based interpersonal communications services to the end users concerned (or through equivalent public warning systems).

						
							
							EU Member States

						
					

					
							
							21 December 2025 (every five years thereafter)

						
							
							Submit the first report to the European Parliament and to the Council on the functioning of the directive. 

							Review the scope of universal service, in particular with a view to proposing to the European Parliament and to the Council that the scope be changed or redefined.

						
							
							European Commission

						
					

				
			

			Annex 7: Accessibility measures overview – Accessibility of products and services

			Directive (EU) 2019/882 on the accessibility requirements for products and services – the European Accessibility Act – is a directive that aims to improve the functioning of the internal market for accessible products and services, by removing barriers created by divergent rules in Member States.

			Businesses will benefit from:

			•	common rules on accessibility in the EU leading to cost reductions;

			•	easier cross-border trading;

			•	more market opportunities for their accessible products and services.

			Persons with disabilities and older persons will benefit from:

			•	more accessible products and services in the market;

			•	accessible products and services at more competitive prices;

			•	fewer barriers when accessing transport, education and the open labour market;

			•	more jobs available where accessibility expertise is needed.

			Products and services covered

			The European Accessibility Act covers products and services that have been identified as being most important for persons with disabilities while being most likely to have diverging accessibility requirements across EU countries.

			The Commission consulted stakeholders and experts on accessibility and took into account the obligations deriving from the UNCRPD. These products and services include:

			•	computers and operating systems;

			•	ATMs, ticketing and check-in machines;

			•	smartphones;

			•	TV equipment related to digital television services;

			•	telephony services and related equipment;

			•	access to audiovisual media services such as television broadcast and related consumer equipment;

			•	services related to air, bus, rail and waterborne passenger transport;

			•	banking services;

			•	e-books;

			•	e-commerce.

			
				
					
					
					
				
				
					
							
							Deadline

							/Milestone

						
							
							Action(s)

						
							
							Who must do it?

						
					

				
				
					
							
							28 June 2021

						
							
							Request one or more European standardization organizations to draft harmonized standards for the product accessibility requirements set out in Annex I to the directive.

						
							
							European Commission

						
					

					
							
							28 June 2022

						
							
							Incorporate the directive into national laws.

							Communicate the text of the implemented provisions to the Commission.

						
							
							EU Member States

						
					

					
							
							28 June 2024

						
							
							Adopt delegated acts to supplement Annex I by further specifying the accessibility requirements that, by their very nature, cannot produce their intended effect unless they are further specified in binding legal acts of the Union, such as requirements related to interoperability. Simultaneously notify the delegated acts to the European Parliament and to the Council.

							Adopt implementing acts establishing technical specifications that meet the accessibility requirements of the directive.

						
							
							European Commission

						
					

					
							
							28 June 2025

						
							
							Union safeguard procedure

							In case of objections raised against a measure taken by a Member State, or where reasonable evidence suggests that a national measure is contrary to Union law, without delay enter into consultation with the Member States and the relevant economic operator or operators and evaluate the national measure. On the basis of the results of that evaluation, decide whether the national measure is justified or not.

						
							
							European Commission

						
					

					
							
							28 June 2025

						
							
							Application of measures

							Ensure that products placed on the market comply with accessibility requirements set out in Sections I and II of Annex I to the directive.

							Ensure that self-service terminals comply with accessibility requirements set out in Section I of Annex I to the directive, with the exception of self-service terminals used for the provision of services before 28 June 2025, which may continue to be used in the provision of similar services until the end of their economically useful life, but no longer than 20 years after their entry into use.

							Ensure that services provided to consumers comply with the accessibility requirements set out in Sections III and IV of Annex I to the directive, except for urban and suburban transport services and regional transport services, which must comply with the requirements set out in Section IV, with the exception of service contracts agreed before 28 June 2025, in which case the contracts may continue without alteration until they expire, but no longer than until five years from that date. Microenterprises are exempt from complying with these accessibility requirements.

							Optionally, ensure that the built environment used by clients of services covered by the directive complies with the accessibility requirements set out in Annex III, in order to maximize use of those services by persons with disabilities. 

							Provide guidelines and tools to microenterprises to facilitate the application of the national measures transposing the directive. Develop these tools in consultation with relevant stakeholders.

							Inform economic operators of the indicative examples, contained in Annex II, of possible solutions that contribute to meeting the accessibility requirements in Annex I.

							Ensure that answering of emergency communications to the single European emergency number ‘112’ complies with the specific accessibility requirements set out in Section V of Annex I to the directive in the manner best suited to the national organization of emergency systems, unless the deadline for the application of measures is extended, not later than 28 June 2027.

							Do not impede the market availability of products or the provision of services that comply with this directive.

							Market surveillance 

							Carry out market surveillance of products, when the economic operator has relied on fundamental alteration and disproportionate burden:

							•	check that the assessment of the fundamental alteration and disproportionate burden has been conducted by the economic operator;

							•	review the assessment and its results, including correct use of the criteria set out in Annex VI to the directive;

							•	check compliance with the applicable accessibility requirements.

							Make sure that information held by market-surveillance authorities concerning the compliance of economic operators with the applicable accessibility requirements of the directive and the assessment of the fundamental alteration and disproportionate burden is made available to consumers upon request and in an accessible format.

						
							
							EU Member States

						
					

					
							
							
							Compliance of services

							Establish, implement and periodically update adequate procedures in order to:

							•	check the compliance of services with the requirements of the directive, including the assessment of the fundamental alteration and disproportionate burden;

							•	follow up complaints or reports on issues relating to non-compliance of services with the accessibility requirements;

							•	verify that the economic operator has taken the necessary corrective action.

							Provide a procedure at national level for dealing with products not complying with the applicable accessibility requirements.

							Enforcement

							Ensure that adequate and effective means exist to ensure compliance with the directive.

						
							
					

					
							
							28 June 2025

						
							
							Products and services

							When placing consumer general-purpose computer hardware systems and operating systems for those hardware systems on the market, ensure that the products have been designed and manufactured in accordance with the applicable accessibility requirements as set out in Sections I and II of Annex I to the directive. 

							When placing self-service terminals on the market, ensure that the products have been designed and manufactured in accordance with the applicable accessibility requirements set out in Section I of Annex I to the directive, 

							When providing self-service terminals, i.e.

							•	payment terminals;

							•	automated teller machines;

							•	ticketing machines;

							•	check-in machines;

							•	interactive self-service terminals providing information,

							ensure that they comply with accessibility requirements set out in Section I of Annex I to the directive.

							Ensure that consumer terminal equipment with interactive computing capability used for electronic communications services has been designed and manufactured in accordance with the applicable accessibility requirements set out in Sections I and II of Annex I to the directive.

							Ensure that consumer terminal equipment with interactive computing capability used for accessing audiovisual media services has been designed and manufactured in accordance with the applicable accessibility requirements set out in Sections I and II of Annex I to the directive.

							Ensure that e-readers have been designed and manufactured in accordance with the applicable accessibility requirements set out in Section I and II of Annex I of the Directive.

							Ensure that electronic communications services (provided to consumers) comply with the accessibility requirements set out in Sections III and IV of Annex I to the directive.

							Ensure that services providing access to audiovisual media services comply with the accessibility requirements set out in Sections III and IV of Annex I to the directive.

							In passenger transport services, ensure that

							•	websites;

							•	mobile device-based services, including mobile applications;

							•	electronic tickets and electronic ticketing services;

							•	delivery of transport service information, including real-time travel information;

							•	interactive self-service terminals located within the territory of the Union, except those installed as integrated parts of vehicles, aircraft, ships and rolling stock used in the provision of any part of such passenger transport services,

							comply with the accessibility requirements set out in Sections III and IV of Annex I to the directive, except for urban and suburban transport services and regional transport services, which must comply with the requirements set out in Section IV.

							Ensure that consumer banking services comply with the accessibility requirements set out in Sections III and IV of Annex I to the directive.

							Ensure that e-books and dedicated software comply with the accessibility requirements set out in Sections III and IV of Annex I to the directive.

							Ensure that e-commerce services comply with the accessibility requirements set out in Sections III and IV of Annex I to the directive.

						
							
							Industry

						
					

					
							
							
							Manufacturers

							Draw up the technical documentation in accordance with Annex IV to the directive and carry out the conformity assessment procedure set out in that Annex or have it carried out.

							Where compliance of a product with the applicable accessibility requirements has been demonstrated by that procedure, manufacturers shall draw up an EU declaration of conformity and affix the CE marking.

							Ensure that procedures are in place for series production to remain in conformity with this directive.

							Ensure that the address at which the manufacturer can be contacted is indicated on the product or, where that is not possible, on its packaging or in a document accompanying the product, indicating a single point at which the manufacturer can be contacted, and that the contact details are in a language which can be easily understood by end users and market-surveillance authorities.

							Ensure that the product is accompanied by instructions and safety information in a language which can be easily understood by consumers and other end users, as determined by the Member State concerned. Such instructions and information, as well as any labelling, must be clear, understandable and intelligible.

							Importers

							Ensure that only compliant products are placed on the market.

							Before placing a product on the market, ensure that the conformity assessment procedure set out in Annex IV has been carried out by the manufacturer. 

							Ensure that the manufacturer has drawn up the technical documentation required by that Annex, that the product bears the CE marking and is accompanied by the required documents and that the manufacturer has complied with other requirements set forth by the directive.

							Ensure that the address at which the importer can be contacted is indicated on the product or, where that is not possible, on its packaging or in a document accompanying the product, and that the contact details are in a language which can be easily understood by end users and market-surveillance authorities.

							Distributors

							When making a product available on the market, act with due care in relation to the requirements of the directive.

							Before making a product available on the market, verify that the product bears the CE marking, that it is accompanied by the required documents and by instructions and safety information in a language which can be easily understood by consumers and other end users in the Member State in which the product is to be made available on the market and that the manufacturer and the importer have complied with the requirements set forth by the directive.

						
							
					

					
							
							28 June 2027

						
							
							If the deadline was extended, ensure that answering of emergency communications to the single European emergency number ‘112’ complies with the specific accessibility requirements set out in Section V of Annex I to the directive in the manner best suited to the national organization of emergency systems.

						
							
							EU Member States

						
					

					
							
							28 June 2030

						
							
							For service contracts agreed before 28 June 2025, which may continue without alteration until they expire, but no longer than until five years from that date, ensure that services provided to consumers comply with the accessibility requirements set out in Sections III and IV of Annex I to the directive, except for urban and suburban transport services and regional transport services, which must comply with the requirements set out in Section IV.

						
							
							Industry

						
					

					
							
							28 June 2030

							(and every five years thereafter)

						
							
							Communicate to the Commission all the information necessary for the Commission to draw up reports.

						
							
							EU Member States

						
					

					
							
							28 June 2030

							(and every five years thereafter)

						
							
							Submit a report on the application of the directive to the European Parliament, to the Council, to the European Economic and Social Committee and to the Committee of the Regions.

						
							
							European Commission

						
					

					
							
							27 June 2045

						
							
							For self-service terminals lawfully used for the provision of services before 28 June 2025, which may continue to be used in the provision of similar services until the end of their economically useful life, but no longer than 20 years after their entry into use, ensure that they comply with the accessibility requirements set out in Section I of Annex I to the directive

						
							
							Industry

						
					

				
			

			

			
				
					1	The ITU Europe region consists of 46 Member States: Albania, Andorra, Austria, Belgium, Bosnia and Herzegovina, Bulgaria, Croatia, Cyprus, Czech Republic, Denmark, Estonia, Finland, France, Georgia, Germany, Greece, Hungary, Iceland, Ireland, Israel, Italy, Latvia, Liechtenstein, Lithuania, Luxembourg, Malta, North Macedonia, Moldova, Monaco, Montenegro, Netherlands, Norway, Poland, Portugal, Romania, San Marino, Serbia, Slovakia, Slovenia, Spain, Sweden, Switzerland, Turkey, Vatican City State, Ukraine, United Kingdom.

				

				
					2	COVID-19 is the disease caused by a new coronavirus called SARS-CoV-2.

				

				
					3	Albania, Bosnia and Herzegovina, Bulgaria, Croatia, Cyprus, Czech Republic, Denmark, Finland, Greece, Hungary, Israel, Italy, Lithuania, Malta, Moldova, Montenegro, North Macedonia, Portugal, Slovenia, Slovakia, Spain, Sweden, Turkey, Ukraine, Vatican City State.

				

				
					4	United Nations (UN) (2006). The Convention on the Rights of Persons with Disabilities and its Optional Protocol adopted on 13 December 2006 at United Nations headquarters in New York and opened for signature on 30 March 2007. Document A/RES/61/106. (HTML).

				

				
					5	State entities encompass local and national governments, government agencies and government corporations.

				

				
					6	World Intellectual Property Organization (WIPO) (2014). The Marrakesh Treaty, signed in Marrakesh on 27 June 2013, came into force on 30 September 2016 (HTML). The treaty makes the production and international transfer of specially-adapted books for people with blindness or visual impairments easier. It does this by establishing a set of limitations and exceptions to traditional copyright law.

				

				
					7	These four countries - Switzerland and the three EEA countries (Iceland, Liechtenstein and Norway) - are members of the European Free Trade Agreement (EFTA).

				

				
					8	‘Emergency service‘ means a service that provides immediate and rapid assistance in situations where there is, in particular, a direct risk to life or limb, to individual or public health or safety, to private or public property or to the environment, in accordance with national law.

				

				
					9	‘Total conversation service‘ means a multimedia real-time conversation service that provides bidirectional symmetric real-time transfer of motion video, real-time text and voice between users in two or more locations.

				

				
					10	ITU (2018). Resolution 71 (Rev. Dubai, 2018) of the Plenipotentiary Conference, on the strategic plan for the Union for 2020-2023. Plenipotentiary Conference of the International Telecommunication Union, Dubai, United Arab Emirates, 29 October – 16 November 2018. (PDF).

				

				
					11	UN (2015). United Nations General Assembly Resolution 70/1: Transforming our world: the 2030 Agenda for Sustainable Development, adopted on 25 September 2015. Document A/RES/70/1. (HTML).

				

				
					12	ITU (2018). Resolution 200 (Rev. Dubai, 2018) of the Plenipotentiary Conference, on the Connect 2030 Agenda for global telecommunication/ICT, including broadband, for sustainable development. Plenipotentiary Conference of the International Telecommunication Union, Dubai, United Arab Emirates, 29 October – 16 November 2018. (PDF).

				

				
					13	Op. cit. (note 10), § 1.5.

				

				
					14	ITU (2017). WTDC-17 Final Report, Part C: Buenos Aires Action Plan. World Telecommunication Development Conference, Buenos Aires, Argentina, 9-20 October 2017. (PDF).

				

				
					15	ITU. (2017). Europe regional initiatives, Buenos Aires Action Plan 2018-2021. (PDF)

				

				
					16	Ibid., pp. 34-45.

				

				
					17	ITU (2017). WTDC-17 Resolution 58 (Rev. Buenos Aires, 2017), on telecommunication/ICT accessibility for persons with disabilities and persons with specific needs. World Telecommunication Development Conference, Buenos Aires, Argentina, 9-20 October 2017. (PDF).

				

				
					18	ITU (2018). Resolution 175 (Rev. Dubai, 2018) of the Plenipotentiary Conference, on telecommunication/ICT accessibility for persons with disabilities and persons with specific needs. Plenipotentiary Conference of the International Telecommunication Union, Dubai, United Arab Emirates, 29 October – 16 November 2018. (PDF).

				

				
					19	ITU. Connect 2030 – An agenda to connect all to a better world. (HTML)

				

				
					20	ITU. Accessible Europe 2021. (HTML)

				

				
					21	World Health Organization (WHO) (2020). WHO announces COVID-19 outbreak a pandemic, 12 March 2020. (HTML).

				

				
					22	European Disability Forum (2020). EDF Webinar: European Electronic Communications Code - Ensuring accessibility of telecom services for persons with disabilities, 22 April 2020 (HTML).

				

				
					23	‘Emergency communication‘ means communication by means of interpersonal communications services between an end user and the public-safety answering point (PSAP) with the goal to request and receive emergency relief from emergency services.

				

				
					24	ITU (2019). Caf, Dušan. Future of accessible audiovisual media services, TV and video programming, Accessible Europe 2019 Background Paper, October 2019, p. 24, § 5.1. (PDF).

				

				
					25	UN Committee on the Rights of Persons with Disabilities (2014). General comment No. 2 (2014), Article 9: Accessibility. Document CRPD/C/GC/2, 22 May 2014, para. 14. (HTML).

				

				
					26	UN Committee on the Rights of Persons with Disabilities. (2018). General comment No. 6 (2018), on equality and non-discrimination. Document CRPD/C/GC/6, 26 April 2018, para. 40. (HTML).

				

				
					27	Op. Cit. (note 24), Appendix E.

				

				
					28	Ibid. 

				

				
					29	‘Reasonable accommodation’ means necessary and appropriate modification and adjustments not imposing a disproportionate or undue burden, where needed in a particular case, to ensure to persons with disabilities the enjoyment or exercise on an equal basis with others of all human rights and fundamental freedoms. (UNCRPD, Art. 2).

				

				
					30	Op. Cit. (note 26), para. 41.

				

				
					31	Ibid.

				

				
					32	Ibid.

				

				
					33	Op. Cit. (note 24), Appendix E.

				

				
					34	‘Communication‘ includes languages, display of text, Braille, tactile communication, large print, accessible multimedia as well as written, audio, plain-language, human-reader and augmentative and alternative modes, means and formats of communication, including accessible information and communication technology. (UNCRPD, Art. 2)

				

				
					35	Op. Cit. (note 24), Appendix E.

				

				
					36	The word ‘including’ implies that the right to freedom of expression and opinion could also be achieved by other measures.

				

				
					37	The two ITU Europe region Member States that have not ratified or acceded to the CRPD are Luxembourg and Vatican.

				

				
					38	The 17 ITU Europe region Member States that have not ratified or acceded to the Optional Protocol to the UNCRPD are: Albania, Andorra, Bulgaria, Czech Republic, Georgia, Iceland, Ireland, Israel, Lichtenstein, Moldova, Netherlands, Norway, Poland, Romania, San Marino, Switzerland and Vatican.

				

				
					39	The EU primary accessibility legislation and mixed competences of the European Commission and the EU Member States with regard to accessibility and the CRPD are described in more detail in ITU (2019). Op. Cit. (note 24), § 5.2. (PDF).

				

				
					40	European Union. Official Journal. OJ L 327, 2 December 2016, pp. 1–15. (HTML).

				

				
					41	European Union. Official Journal. OJ L 303, 28 November 2018, pp. 69–92. (HTML, consolidated text: HTML).

				

				
					42	European Union. Official Journal. OJ L 321, 17 December 2018, pp. 36–214. (HTML).

				

				
					43	European Union. Official Journal. OJ L 151, 7 June 2019, pp. 70–115. (HTML).

				

				
					44	European Union. Official Journal. OJ L 327, 21 December 2018, pp. 84-86. Commission Implementing Decision (EU) 2018/2048 of 20 December 2018 on the harmonized standard for websites and mobile applications drafted in support of Directive (EU) 2016/2102 of the European Parliament and of the Council. (HTML).

				

				
					45	European Telecommunications Standards Institute (ETSI) (2018). Accessibility requirements for ICT products and services (ETSI Standard EN 301 549 V2.1.2 (2018-08)). (PDF).

				

				
					46	World Wide Web Consortium (W3C) (2018). W3C Recommendation 05: Web Content Accessibility Guidelines (WCAG) 2.1, 5 June 2018. (HTML).

				

				
					47	European Union. Official Journal. OJ L 256, 12 October 2018, pp. 103-107. Commission Implementing Decision (EU) 2018/1523 of 11 October 2018 establishing a model accessibility statement in accordance with Directive (EU) 2016/2102 of the European Parliament and of the Council on the accessibility of the websites and mobile applications of public-sector bodies. (HTML).

				

				
					48	European Union. Official Journal. OJ L 256, 12 October 2018, pp. 108–116. Commission Implementing Decision (EU) 2018/1524 of 11 October 2018 establishing a monitoring methodology and the arrangements for reporting by Member States in accordance with Directive (EU) 2016/2102 of the European Parliament and of the Council on the accessibility of the websites and mobile applications of public-sector bodies. (HTML).

				

				
					49	Other areas of coordination include general principles, incitement to hatred, principles of jurisdiction, major events, promotion and distribution of European works, commercial communications and protection of minors.

				

				
					50	Other amendments aim to extend certain audiovisual rules to video-sharing platforms as well as to audiovisual content shared on certain social media services; introduce flexibility on restrictions applicable to TV; strengthen the promotion of European content; protect children and tackle hate speech more effectively; and reinforce the independence of NRAs.

				

				
					51	Body of European Regulators for Electronic Communications (BEREC) (2020). Report on Member States’ best practices to support the defining of adequate broadband Internet access service. Document BoR (20) 99, 11 June 2020. (HTML).

				

				
					52	European Union. Official Journal. OJ C 202, 7 June 2016, pp. 389–405. Charter of Fundamental Rights of the European Union. (HTML).

				

				
					53	BEREC (2020). Guidelines detailing quality of service parameters. Document BoR (20) 53, 6 March 2020. (HTML).

				

				
					54	BEREC (2020). Guidelines on how to assess the effectiveness of public warning systems transmitted by different means. Document BoR (20) 115, 12 June 2020. (HTML).

				

				
					55	For the list of the 46 countries of the ITU Europe region, see note 1.

				

				
					56	European Commission - Directorate-General for Justice and Consumers (2019). A comparative analysis of non-discrimination law in Europe 2019 – The 28 EU Member States, Albania, North Macedonia, Iceland, Liechtenstein, Montenegro, Norway, Serbia and Turkey compared. Prepared by Chopin, Isabelle and Germaine, Catharina for the European network of legal experts in gender equality and non-discrimination. Publications Office of the European Union, Luxembourg, December 2019. (PDF) 

				

				
					57	European Commission (2020). Monitoring the application of European Union law. 2019 Annual Report, Brussels, 31 July 2020. (PDF).

				

				
					58	National transposition measures communicated by the Member States concerning the Web Accessibility Directive. (HTML).

				

				
					59	The European Commission provides a list of Member States’ bodies in charge of monitoring, reporting and enforcement of the Web Accessibility Directive. (HTML).

				

				
					60	These four countries - Switzerland and the three EEA countries (Iceland, Liechtenstein and Norway) - are members of EFTA.

				

				
					61	European Union. Official Journal. OJ L 337, 18 December 2009, pp. 11–36. (HTML).

				

				
					62	Article 4(2) of Directive 2009/136/EC and Directive 2002/22/EC.

				

				
					63	Based on ITU ICT Accessibility assessment and EBU PSM Access Services Survey.

				

				
					64	World Federation of the Deaf (2020). Countries with sign-language access to COVID-19 public broadcasts (PDF).

				

				
					65	European Union. Official Journal. OJ L 94, 28 March 2014, pp. 65–242. (HTML).

				

				
					66	European Union Official Journal. OJ L 94, 28 March 2014, pp. 243–374. (HTML).

				

				
					67	ETSI (2014). New European Standard on accessibility requirements for public procurement of ICT products and services. Sophia Antipolis, 19 February 2014. (HTML). 

				

				
					-1	State entities encompass local and national governments, government agencies and government corporations.

				

			

		

		
			
				[image: ]
			

		

	OEBPS/Text/nav.xhtml

  
    Guide


    
      		Cover


    


  
  
    Table of contents


    
      		Acknowledgements


      		Table of Contents


      		List of boxes and figures


      		Executive summary


      		Chapter 1. Introduction


      		Chapter 2. Summary of ITU Europe region ICT accessibility assessment
        
          		2.1 ITU framework


          		2.2 ITU Member State commitments


          		2.3 ITU Member State implementation capacity


        


      


      		Chapter 3. ITU ICT accessibility framework


      		Chapter 4. The ICT assessment framework
        
          		4.1 The Convention on the Rights of Persons with Disabilities


          		4.2 EU accessibility legislation


        


      


      		Chapter 5. ICT accessibility in Europe
        
          		5.1 Country commitments


          		5.2 Country capacity to implement


        


      


      		Chapter 6. Implementing ICT accessibility


      		Abbreviations and acronyms


      		Annexes
        
          		Annex 1: UNCRPD ratification status


          		Annex 2: Marrakesh Treaty ratification status


          		Annex 3: ITU framework and resources to support Member State and stakeholder efforts to implement ICT accessibility


          		Annex 4: Accessibility measures overview – Accessibility of public-sector websites and mobile applications


          		Annex 5: Accessibility measures overview – Accessibility of audiovisual media services


          		Annex 6: Accessibility measures overview – Accessibility of electronic communications


          		Annex 7: Accessibility measures overview – Accessibility of products and services


        


      


    


  


OEBPS/Images/image00152.jpeg
June 2022:

Member States must
transpose the Act into
national laws and
regulations

June 2027:
Delayed compliance for

the European emergency
number 112

June 2045;
All self-service terminals

must be accessible

Publication of
the European
Accessibility Act

June 2025:

All new ICT products and
services must be
accessible

June 2030:

ALl ICT products and
services launched before
June 2025 must be
accessible





OEBPS/Images/image00151.jpeg
December 2020:
Member States must
transpose the Code into
national laws and
regulations

December 2020:

The European Commission
must submit 1st report on
the effectiveness of the
implementation of the
single European
emergency number ‘112'

December 2025:

The European Commission
must review the scope of
universal service

Publication of
the Electronic
Communications Code

December 2020:
Member States must
apply the measures
required under the Code

December 2025:

The European Commission
must submit 1st report on
the functioning of the
Directive





OEBPS/Images/image00150.jpeg
September 2020:
Member States must
transpose the Directive
into national laws and
regulations

December 2022:
Member States must
submit 1st report on the
implementation of
accessibility of
audiovisual media
services

December 2026:

The European Commission
must submit an ex post
evaluation on the impact
of the Directive and its
added value

Publication of
the Audiovisual Media
Services Directive

September 2020:
Member States must
ensure that services
provided by media service
providers are made
continuously and
progressively more
accessible to persons
with disabilities

December 2022:

The European Commission
must submit 1st report on
the application of the
Directive





OEBPS/Images/image00149.jpeg
September 2018:
Member States must
transpose the Directive
into national laws and
regulations

September 2019:
Websites published from
23 September 2018
onwards must be
accessible

June 2021:

Mobile applications ot
public sector bodies must
be accessible.

December 2021:

Member States must
submit 1st report

Publication of
the Web Accessibility
Directive

December 2018:

The European Commission
must adopt the
methodology for
monitoring the conformity
of websites and mobile
applications with the
accessibility requirements

September 2020:
Websites published
before 23 September
2018 must be accessible





OEBPS/Images/image00148.jpeg
Publications International Telecommunication Union
Europe






OEBPS/Images/font00147.dat


OEBPS/Images/font00146.dat


OEBPS/Images/font00145.dat


OEBPS/Images/font00144.dat


OEBPS/Images/font00143.dat


OEBPS/Images/image00153.jpeg
Offi ofthe Dirsctor
ntonationsl Telacommuniation Urion TU)
Telscommurication Devslopment Bursas (B01)

Plcedes Natons.

A1 Geneva 20

Svizrand

Enat

T w2700

Fx w120

Dighal Networka and Sociey (ONS)  Digtal Knowiedgo Hub Dogariment
oK)

Enat Ens

T sizmoser T 2T

P wizToms P iz

Immeile CAVEOST, »tage

£.0.B0x 0005 Bouevard a2 msi
had b Bofepose 017
=y Yoouté

Camron
Ent Ensi
T st s T cmzzuw
T s 1% T smmnnem
T s e e  szvzzem
P s

Intamations Telscommnication
Union V) Area Offie

Escrtiio Rogional Ui Naons Hosse
SAUS Quod 554 Lus Edarde. Mare Garders
Nagabies. Hasings, it Chrch
[t —— P0G 047

(ot Brgeton

CEP 70070940 B -OF B

=

Enat et

T ez T 260
T ssemnams Far s n
Fx ez

Asia-Pacific
Thaiand
Intamtions Tlscommnication

ntonstionsi Tolocommunication

Union TU) Regonal Ofcs Union (V) Regiona Office
‘SmarVilge, Budng 8 147, Thadand Post Tianing Coner
o P
28 Cam 111 Chasnguatana Road
Aeranara Desent Rosd Lok
iz Govemorte Banghok 10210
oo Trond
Eomt
Mg aciess:
PL0-Box 75 Lok Pt Ofe.
Lo, Bamck 10210, Thatand
Enat et
T s T see2sTso0ss
[ Far mmn

ntorationsi Tolocommunication
Union TU)Ofics for Earupo
Plcedes Natons

A1 Geneva 20
Swiatind

Enst

T iz
Fx izToses

Offiaof Daputy Dicto nd Rogionsl Pasenco
FikdOpeezions Coordinaion Deparmnt (DDR)

Plcedes Naons
211 Geneva 20

Swirind

Ent

T wi2mos

Fx wizTOs

Parnarsip forDigialDevsopment

Depariment (°DD)

Emt-

T s zm0SE

P wizTOS

Senegal Zimbabwe

Union tsrmstionsl dee Intsntionsi Tolscommunication
ilcommunications (1) Union (TU) Area Offce
Busssude zons Teone Cenve b Leaing
5 Foul des Amasies Comr Samors o and
Immaic ok, 5 e HampionRoad

Bofls posie 25471 PO BB T2
Dator-Yor Betedere Harare
Senegal Zimksbwe

Ensi Enst

T im0 T omsTEe
T zimmsm T amemrsaes
P zimmseRs P omemas

Chile Honduras
Urién nfsmscionsl de Urin Infrmscional de

Telcomuricacionss UT) Tolcomuricacionss (UT)
Oficia d Roprossnsciondo frsa  Ofcina do Roprosentaciondo
Nered 53, P A
‘Sago de Cre Coloi Ao deMiamories
e Call pinceal,Edica No. 1583
Frane aSmiozy Ca
AparndoPosl 376
Teguigapa
Hondurzs
Ent Ensi
T sss2s2etmeeT T vz
[ty P sz
nesia Russian Federatio

Intorntionsi Tolscommunication
Union (TU) Area Offie

Intsntionsi Tolecommunication
Union () Regonsl Ofics

S2pt Pesna iing 4 Bubdng 1
o Sy Radorehsty S

. Merdan erdeka Bt o, 17 Noscow 105120

s 0110 Russion Federton
ndonesia

Mg aess:

GoUNGP 2.0 Box 233

st 0110, rkresia

Ent Ensi

™ mnme T esasen
T 22 moems

Fx e






OEBPS/Images/cover00154.jpeg
Publications International Telecommunication Union
Europe






OEBPS/Images/font00141.dat


OEBPS/Images/font00140.dat


OEBPS/Images/font00142.dat


