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Invuse were appointed by Blackburn with Darwen Borough Council to provide a full third 
party independent accessibility audit, incorporating a usability assessment, and a 
comprehensive report on the outcomes.

Following a drupal redevelopment of their website, and work from the Council’s Digital and 
Communications teams, the Council had begun to build accessibility into the website from 
the ground up. However, the Council felt that they needed extra support and expertise in 
order to meet 100% of the requirements of WCAG 2.1 AA, and to ensure the website was 
fully accessible to every one of their residents.

The audit would identify any problem areas prohibiting the website from meeting WCAG 
2.1 AA criteria. Close communication between the teams at Invuse and the Council to resolve 
any issues found would also allow staff at the Council to gain knowledge and experience, 
enabling them to improve their website’s accessibility in future, without the need of technical 
expertise. 
 
In addition, the audit process offered opportunities for the Council to continually improve 
the usability of the website. The usability assessment carried out by Invuse focused on the 
user experience of the website, taking the 7 key user journeys of the Council’s website and 
testing the journey from end to end with all pages involved. In doing so, the assessment would 
highlight areas where the Council could improve the user experience on the website.
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• Blackburn with Darwen is a semi-rural unitary borough located in 
the east of Lancashire. 

• In 2018 the population was 148,900 

• The Council aims to ensure that their website provides services 
that are easy to access, easy to understand and easy to use. 
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Introduction



Challenges

• Blackburn with Darwen Borough Council had begun to make great progress on the way to 
making their website more accessible. However, they knew that they could not fully meet 
the WCAG 2.1 AA requirements, due to a lack of resources and expertise in this area. 

• The Council understood that, while they needed an audit to identify all possible accessibility 
fails, accessibility required a process of continual improvements. In order to create a site 
as accessible and usable by as many people as possible, they needed a partner who could 
provide advice on making all features accessible in the future. 

• The Council did not have access to assistive technology to identify and address all 
accessibility failures. They required a third party to undertake desk-based research and 
testing with accessible users to highlight areas of issue. 

Goals 

• The Council wanted to deliver a website that met 100% of the WCAG 2.1 AA success 
criteria, to ensure they were given local authority website sign off by the Cabinet Office. 

• The audit and report would be used to highlight areas of the website that were already 
meeting WCAG 2.1 AAA standards, and allow these to be reused across the website. 

• The Council wanted to identify, resolve and test the accessibility failures within a two 
month period, to ensure the best possible service continued to be provided to residents. 

• A report detailing the outcomes of the audit was expected, so that failures could be 
corrected by the Council’s in-house team and re-tested to ensure compliance. Invuse 
would work with the provider to troubleshoot any accessibility issues found, 
to help upskill their internal teams for future projects.
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• The Council were committed to using 
accessible software users in the audit, 
and to responding to their feedback. 
The audit also needed to include 
testing with all assistive technologies 
that the Council’s resources were 
unable to provide. Invuse provided this 
as part of its service.  



Solutions

Invuse undertook a full accessibility audit on Blackburn with Darwen Borough Council’s 
website. The service was delivered by Invuse in just two weeks. 

In the initial audit, a total of 1050 tests were run, and testing took place against 21 pages 
across the website. The audit included manual testing using the following assistive technology 
and browser combinations as a minimum:

Software Version Type Browser

JAWS 15 or later screen reader Internet Explorer 11

ZoomText 10.11 or later screen magnifier Internet Explorer 11

Dragon NaturallySpeak-
ing

11 or later speech recognition Internet Explorer 11

NVDA 2016 or later screen reader Mozilla Firefox (lat-
est versions)

VoiceOver 7.0 or later screen reader Safari on iOS 10 
and OS X

A comprehensive report on the successes and failings was provided, as well as guidance on 
how the issues could be addressed, ensuring the Council had the knowledge needed to meet  
all of the WCAG 2.1 AA guidelines. 

The report detailed 670 passes and 69 failures. 

Solution
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Failures identified included: 

• The accordion feature used on the site was inaccessible
• Level 1 headings used were invisible to screen readers
• Empty headings were identified on some pages
• Pages contained multiple levels of the same headings 

As part of the accessibility project, Invuse assigned a dedicated project manager to organise 
and manage the regular communications throughout. Weekly progress reports were provided 
to the Council, and progress calls were scheduled every 2 weeks to show progress and answer 
questions. Any questions Blackburn with Darwen Borough Council had on any of the tests or 
results were responded to within two days. 



Results

The audit and report delivered by Invuse, and the work undertaken with the Council to address 
any accessibility and user failures, will see Blackburn with Darwen Borough Council provide a 
new and improved experience on their website for all residents.

Blackburn with Darwen Borough Council found the audit process incredibly useful. The project 
delivered successful cross-team and departmental working across different departments 
including IT, Web Development, Communications and Customer Services.

The audit successfully uncovered previously unknown accessibility issues and offered the 
solutions for resolution. Invuse and Blackburn with Darwen Council continue to work together, 
building a thriving partnership that focuses on improving the user experience for residents.

Why Invuse?

Blackburn with Darwen Borough Council recognised that Invuse had excellent accessibility 
contacts and access to specialist resources.  
 
They demonstrated an impressive track record of delivering audits and advice to the public 
sector and demonstrated a deep understanding of how local government works on a day to 
day level. 

The Council were impressed by Invuse’s  enthusiasm to deliver a genuinely meaningful 
and useful report with recommendations, and also by their practical, flexible approach to 
achieving accessibility for all users. 

“The project taken on by Invotra was a culmination of 
a great working relationship, professional insight and 
shared knowledge of WCAG regulations, a higher level 
understanding of accessibility and our responsibility 
towards our residents. The team at Invotra was helpful, 
friendly, available at any time and able to provide advice 
and resolutions throughout the project.” 

Website Team, Blackburn with Darwen Borough Council
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Please get in touch to learn more: 

enquiries@invuse.com 

invuse.com


