Accessibility support
and documentation
Survey results and insights

CONTEXT

About Ally

This survey

Blackboard Ally focuses on making digital course
content more accessible. It helps institutions gain
detailed insight into the accessibility of their course
content, provides guidance to teachers on how to
improve the accessibility of their content, and
automatically provides students with a range of
more accessible alternative formats.

The goal of this survey was to find out more
about how accessibility is organized at
institutions and how Ally can best allow
instructors and students to reach out for help.

As part of our user-centered design process, we
engage the Ally User Group to ensure that Ally fits
institution, instructor and student needs as best as
possible.

The insights from the survey will then be used to
inform design decisions to ensure that Ally fits
into existing processes as seamlessly as
possible.

S U RV E Y DATA
Australia

88

Canada

unique
institutions

Denmark

7

99

unique
respondents
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countries

India

Netherlands
United States
28 unique states

United Kingdom

Accessibility at your
institution

Ally User Group
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QUESTION 01

Who is available at your institution to provide help
with accessibility?
No oﬃcial person
or team

2.38%

Multiple teams across
institution

4.76%

Someone has
unoﬃcially taken it on

5.95%

1 person for entire
institution

11.90%

1 Medium/large team
for entire institution

13.10%

Team of 3 or less for
entire institution
Several individuals
across departments

8.3% of institutions
have nobody that’s
oﬃcially responsible
for accessibility. 80%
have multiple people
responsible, but 42%
of these are
scattered.

“

Basically just two

departments for a multi-campus
institution; Online Education

25.00%

with instructional design staff to
assist with formatting/

36.90%

producing accessible materials
and the Access Oﬃce staff at
each campus to facilitate
student accommodations and
resources.
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QUESTION 02

What documentation is provided at your institution
around the accessibility of course content?
Newsletters

21.43%

Brochures & flyers

25.00%

FAQ’s

34.52%

Printed user guides,
handbooks or manuals

36.90%

Web pages provided by
our institution

65.48%

Online user guides,
handbooks or manuals

71.43%

External web pages
and linked resources

71.43%

Events & training

80.95%

The majority oﬀers at
least 2 types of
documentation. ‘Online
materials’ and ‘Events &
training’ are oﬀered
most. Reaching and
attracting instructors is
a significant challenge.

“

Training is provided, but

faculty do not attend. It is not
enforced at the faculty level.

“

There have been a few

sparsely-attended training
sessions. We are discussing the
possibility to the Oﬃce of Disability
Services automatically enroll any
instructor who has a student who
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needs accommodations.

INCONCLUSIVE
QUESTION 03 INCONCLUSIVE

Is there any existing documentation that should be
connected to the Ally instructor feedback?

Yes
(14.29%)
Maybe
(45.24%)

Additional
understanding and
experience with the Ally
instructor feedback is
required to assess how
Ally and existing
documentation should
tie together

“

Not sure what is already in the

Ally instructor feedback.

“
No
(40.48%)
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Perhaps. I don't know

enough about Ally yet.

Accessibility and
teaching staff
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QUESTION 04

How does teaching staff request help at your
institution regarding the accessibility of their course
content?
Never/
Rare

Not oﬀered

Often/
Most

Sometimes

Email
Often/most

Email and phone are
used most often by
faculty to request help.
Training sessions are
only sparsely attended.
Many faculty only
reach out when
receiving a request
from a student.

Phone
Often/Most
Training & events
Sometimes
Face to face
Ad-hoc drop ins
Sometimes
Live chat
(e.g. Skype,
IRC, Slack…)
Never/rare
Forum
Not oﬀered

Ally User Group

“

Training is offered in

formalized sessions and one-onone, but attendance is sparse.

“

Generally faculty work with

the Disability service oﬃce if
they have a student with a need.
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QUESTION 05

What are the most common accessibility requests
from teaching staff?
Help with making
specific files accessible

72.37%

Questions around
policy and regulations

52.63%

Ad-hoc checking of
course content during
term/year

44.74%

Checking of course
content at beginning of
term/year

39.47%

Other

23.68%

Most requests are for
help with making
specific files
accessible. However,
faculty don’t make lots
of enquiries, unless
prompted. Many
requests are for video
captioning.

“

Unfortunately, we don't have

a lot of request from faculty...it's
usually the student that
requests more accessibility.

“

Faculty usually request help

in response to an
accommodations request
presented by a student.
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QUESTION 06

Ally may generate extra awareness and requests
from teaching staff about accessibility. How do you
feel about this?
This does not aﬀect
me or my team
(1.32%)

No opinion
(1.32%)

Over 85% of
respondents indicate
that extra awareness
and requests triggered
by Ally would be a
positive outcome,
despite the potential of
increased workload.

Other
(1.32%)

I’m concerned
about the
additional workload
(9.21%)

“

But it's a needed step in order

to make all faculty aware.

It’s positive!
(86.84%)

“

Would be thrilled if this was

the result.

“

Even though I am concerned

with additional workload, it’s still
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positive.

QUESTION 07

When teaching staff request help with making their
content accessible through Ally, how should the
institution be notiﬁed?

The majority prefers a
request through email
or a ticketing system,
depending on what the
institution already has
in place.

Don’t allow teaching
staﬀ to reach out
(1.32%)

Other
(11.84%)

Through email list/
centralized address
(22.37%)

Using a ticketing
system
(42.11%)

“

An email would be good too,

but a ticketing system might be
the best way to ensure tracking.

“

Email to person is probably

what will happen at my
institution, but it would be great

Email to person responsible
for accessibility at institution
(22.37%)
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if it fell into a ticketing system
(future thought).

Accessibility and
students
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QUESTION 08

How do students request help at your institution
regarding the accessibility of their course content?
Never/
Rare

Not oﬀered

Often/
Most

Sometimes

Email
Often/most
Phone
Often/Most
Face to face
Ad-hoc drop ins
Often/Most
Training & events
Not oﬀered
Live chat
(e.g. Skype,
IRC, Slack…)
Not oﬀered

“

Students with disabilities

must register with the Access
oﬃce and provide
documentation for their
disability. They are then
provided with an ‘instructor
notiﬁcation memo’ for each of

Forum
Not oﬀered

Ally User Group

Training & events
Sometimes

Students mostly use
email and phone to
request help. Students
also frequently use adhoc face to face
meetings. Students
often need a certificate
before being allowed to
request help.

their courses that explains their
allowable accommodations.
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QUESTION 09

What are the most common accessibility requests
from students?
Help with remediating
course content

64.38%

Help getting them in
touch with their
instructors

57.53%

How to disclose a
disability

53.42%

Questions around
policy and regulations

28.77%

The most common
request from students is
help with course content
remediation. Students
also frequently need
general accessibility
help, such as help with
assistive technology,
note taking, etc.

“

Students need help with: 1)

remediating course content

Other

23.29%

including textbooks (especially
STEM), course materials (PDF,
DOC, etc.), videos captioning; 2)
accessing third-party platforms
(e.g., Pearson, etc.); 3) in-person
test proctoring or supporting
extended time; 4) note-taking &
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interpreters.

QUESTION 10

Ally may generate extra awareness and requests
from students about accessibility. How do you feel
about this?
I’m concerned
about the extra
workload
(4.11%)

No opinion
(1.37%)

80% of respondents
indicate that extra
awareness and
requests triggered by
Ally would be a
positive outcome,
despite the potential of
increased workload.

Other
(1.37%)

“

This does not aﬀect
me or my team
(13.70%)

Would be thrilled if students

felt more empowered to ask

It’s positive!
(79.45%)

questions.

“

Ally has enormous potential

to support student learning,
especially for those who do not
self-identify or for students who
can beneﬁt from alternate
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formats.

QUESTION 11

When students request help with making their
content accessible through Ally, how should the
institution be notiﬁed?
Through email list/
centralized address
(6.85%)

Other
(12.33%)

Don’t allow students
to reach out for help
(0%)

Email to instructor
(15.07%)
Email to person
responsible for
accessibility at
institution
(42.47%)

The majority prefers a
request through email
or a ticketing system.
There is an interest in
cc-ing the instructor
to help raise
awareness.

“

Ultimately the instructor

should take responsibility […]. It
would be [good] if the email went
to both the instructor and the
ticketing system so we can make
sure that faculty learn to respond
appropriately to these requests.

Using a ticketing
system
(23.29%)

“

Instructors to be made aware

as well as accessibility team.
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Tools and managing
requests

Ally User Group
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QUESTION 12

What tools and systems does your institution use to
manage or track incoming requests from teaching
staff and students regarding accessibility?
Ticketing systems to
track status

42.25%

The messaging tool
itself (E.g. email,…)

32.39%

Not applicable

21.13%

Oﬄine spreadsheets or
documents

16.90%

Online spreadsheets or
documents

15.49%

Many said the use of
tools could be more
streamlined; sometimes
a mix of tools is used for
diﬀerent purposes, or
diﬀerent departments
use diﬀerent tools.
Some said that they
want to move to a
ticketing system.

“

We don't actually use

anything centralized for this. We

Other

14.08%

need help, maybe?

“

Plan to move to ticketing

system.
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