
ACCESSIBILITY OPS FOR ALL

Suz Bednarz, Sr. Manager, DesignOps
& Hilary Sunderland, DesignOps Advisor

1Confidential, unpublished property of Cigna. Do not duplicate or distribute. Use and distribution limited solely to authorized personnel. © 2020 Cigna



Meet Mike (and Tom)

• Legally Blind
• Residence: New York
• Position: Accessibility 

Technologist
• Start date: February 2020

• Avid dog lover and Guide Dog 
Handler since 2007 
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Mike was frustrated and alone - yet not

Visual Auditory or 
Speech

Physical or 
Motor

Cognitive or 
neurological

Temporary or 
Age-related 
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What do they have in common?
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Legal risks: ADA lawsuits
There’s a cost to doing nothing

In 2019, one digital 
accessibility lawsuit was 
filed every hour.*

Accessibility lawsuits 
increased from 814 in 
2017 to 2,258 in 2018, a 
177% increase**
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*Source: UsableNet
**Source: New York Law Journal
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Oh, but you say you understand Accessibility…

Would you?

Can you?

Do they?

Are you?

Does it?
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Our journey 

November 
2018

We’re not as 
accessible as 

we thought

March 2019

The 
Accessibility 

team is formed 

February 
2020

Mike joins the 
team

July 2020 
AccessibilityOps

Our 
AHA 

Moment 
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How is AccessibilityOps different?
Some of our tactics 

Collaborate Tools Strategic 
sourcing

Standardize Define the 
process Shift left

Educate Minimize 
risk

Distill it 
down
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Can one person do this?
MVP to start 

YES…  and no 

Enterprise 
mandate

Web Content 
Accessibility 
Guidelines 
(WCAG)

Support Define your 
scope
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Top 10 things to do when starting your AccessibilityOps practice
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1. Enterprise mandate and buy in from 
leadership

2. Define your WCAG level
3. HR support
4. Define your domain/scope
5. Define how you want your team to run
6. Design for accessibility during the design 

stage instead at the end during QA
7. Presentations
8. Identify partners/teams that support your 

accessibility initiative 
9. Partner with a disability employee 

resource group
10.Continuing education for your Accessibility 

team



Success story: autocomplete feature

Original design intent 

Provide users with search 
alternatives:

• common searches

• browse by product category 
in a way that doesn’t clutter 
the UI
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We had two options 

Be

compliance 

sticklers

Or
collaborative 

problem solvers 
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Success story: collaborative problem solvers 

What WCAG says What we said 

The original design is trying to make 
the element do two different things 

To be accessible the design needs 
to be:
1. Predictable
2. Robust
3. Interoperable 
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We moved the needle 
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Thank you

Suzan “Suz” Bednarz

Suz.Bednarz@cigna.com or 
suz@suzbednarz.com

# 860.226.0080

Hilary Sunderland

Hilary.Sunderland@cigna.com
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