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Impact report overview

Key priorities

As Disability and Access  
Ambassador for the Banking 
sector, I identified three key  
priorities where I hoped to  
drive the greatest impact of  
my three-year tenure:

1 �Improve access to banking for people  
with a learning disability and their  
families/carers

2 �Improve accessibility for 
Deaf consumers 

3 � �Encourage firms to advance their  
accessibility maturity, promoting ways  
to drive a more consistent consumer  
experience

I’m proud to have overseen tangible  
progress against all of these endeavours.  
Impact highlights include:

1 �Sparking a missing industry discussion 
about the needs of people with learning  
disabilities, identifying key, cross-cutting  
issues seen by financial services firms and 
mobilising this into a formal working group  
now operating via UK Finance. 

2 �Galvanising the financial services industry 
around Deaf inclusion; uniting over thirty  
(and counting) diverse firms*, covering most  
of the UK’s banked population, to drive real 
progress and tangible outcome for Deaf  
customers.This has included launch of multiple 
services to help close gaps, working with the 
Lending Standards Board to promote these 
issues and publish data on the progress being 
made, and supporting the launch of a brand 
new website: www.SigningBanks.UK to provide 
information for businesses and consumers as 
well as provide support and resources. 

3 �Relentlessly championing the needs of Deaf  
and Disabled people, that the work is not 
done, where we can learn from one another – 
and how, through the likes of innovation like  
the Experian Support Hub.

Summary
While much remains to be done, the financial  
services industry is leading the charge to provide  
a great blueprint for other industries in advancing 
inclusion of disabled people.

Being able to interact and communicate with a  
service provider in an accessible way (channel  
accessibility) is still the most important consideration, 
necessitating a blend of high-tech, low-tech and  
no-tech solutions to facilitate channel choice.

Over the next three years, I call on all industries to 
escalate the pace of change to achieve parity of  
access for all customers.

Beginning with the attitude that disabled people 
should have the same access as anybody else, 
change is always possible.

*�See full list of participating firms  
in acknowledgements section.

https://www.signingbanks.uk/
SupportHub.com
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Impacts, initiatives and events timeline (not exhaustive)

Learning disabilities –  
issues and awareness

Deaf inclusion Industry consistency /  
disabled customer experience

2021
July Commence  

Ambassadorship
Engagement with Deaf advocacy groups (ongoing) Engagement with UK Finance (ongoing)

2022
Feb Zero Project, UN in Vienna
Apr Leave Barclays  

to join Nationwide
July Support List is launched
Oct Cognitive difference list handed  

across to UK Finance
Nov Vulnerability Summit
Dec International Day of Disabled People:  

Roundtable event with Microsoft
2023
Jan Deaf Inclusion Industry Group (ongoing)

Apr EY: The Future of Accessible Banking initiative (No.1)
May Speak Easy communication  

project pilot launch (ongoing)
Access for d/Deaf customers in 
banking and credit report launch

June EY: The Future of Accessible Banking initiative (No.2)
July Experian Support Hub/ whatweneed.support  

(ongoing)
Sept Global Disability Innovation Hub Summit
Nov RNID Summit
2024
Mar EY Accessible Banking Outcomes Forum (No. 3)
Apr Business Disability Forum (BDF)  

Customer Taskforce
May Access for d/Deaf customers in  

banking and credit: one year on
JP Morgan Chase International  
Customer Vulnerability Week

June Vulnerability Summit at Credit Week
July This report  

produced 
Fair4All Finance’s Financial  
Inclusion Conference

Aug Ambassadorship ends

Key:

Initiative

Event

Publication

Publication  
& Event

Engagement

https://whatweneed.support/
https://assets.ey.com/content/dam/ey-sites/ey-com/en_uk/topics/banking-and-capital-markets/ey-accessible-banking-outcomes-forum-report.pdf
https://www.nationwidemediacentre.co.uk/news/nationwide-first-to-offer-dedicated-support-for-customers-with-communication-difficulties
https://www.lendingstandardsboard.org.uk/wp-content/uploads/2023/05/Access-for-dDeaf-customers-in-banking-and-credit.pdf
https://www.lendingstandardsboard.org.uk/wp-content/uploads/2023/05/Access-for-dDeaf-customers-in-banking-and-credit.pdf
https://www.ukfinance.org.uk/system/files/2024-03/UKC-031476-Accessible%20Banking%20Outcome%20Forum%20Accessibility.pdf
https://www.disabilityinnovation.com/events/summit
https://www.lendingstandardsboard.org.uk/wp-content/uploads/2024/05/Access-for-Deaf-Customers-in-Banking-and-Credit-One-Year-On-report.pdf
https://www.lendingstandardsboard.org.uk/wp-content/uploads/2024/05/Access-for-Deaf-Customers-in-Banking-and-Credit-One-Year-On-report.pdf
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The purpose of the Disability and Access 
Ambassador role is to drive greater  
inclusion of disabled people in the  
relevant sector. With such a broad  
mandate, it’s for each individual  
Ambassador to use their experience  
and skills to identify areas of focus. 

Senior business leaders are appointed  
by the Cabinet Office to help ensure  
businesses within their sector are doing 
all they can to support disabled people,  
with 20 industry ambassador roles  
currently being held on a voluntary  
basis for 3 years.

The Disability and  
Access Ambassador role

Kathryn Townsend

Disability and Access Ambassador for the banking sector

I believe that a positive experience for users of services and facilities should 
extend to all people, irrespective of disability, impairment or access need, and 
for consumer-facing organisations ensuring that customers can interact with  
you regardless of access need should be viewed as a business imperative.

I feel hugely passionate about addressing the barriers disabled people face.  
I took on the Ambassadorship while I was Head of Customer and Client Accessibility 
at Barclays and have carried it over to Nationwide, where as Head of Customer 
Vulnerability and Accessibility my focus is on ensuring all our customers receive 
a market-leading, inclusive experience. During this time, Nationwide’s unstinting 
support of my role as Ambassador has been tremendously encouraging and I’m 
grateful to have been able to leverage my role to further this essential agenda.

Areas of primary focus

When identifying the prime concerns I wanted to address 
during my role, I was determined to focus on a limited 
number of clearly defined priorities with realistic scope and 
achievable goals. Coming to the role with an appreciation 
of how much opportunity there is for improvement, and how 
quickly the three-year tenure would pass, I wanted to identify 
areas where I knew progress could be achieved more quickly 
(with a gentle nudge) – as well as those areas which may 
need a seed to be sown for longer term meaningful change. 

Improve access to banking for people with 
learning disabilities and their families/carers

Key priorities

Improve accessibility for Deaf consumers

Encourage firms to advance their accessibility 
maturity, promoting ways to drive a more  
consistent consumer experience

Kathryn at the United Nations  
Zero Project conference, Vienna

https://www.gov.uk/government/publications/list-of-disability-and-access-ambassadors/list-of-disability-and-access-ambassadors
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My strategic approach  

Leveraging opportunities from professional role 
Engaging with a cross-section of past and present colleagues to tackle 
key opportunities and gaps in support for disabled customers, clients  
and colleagues.

External engagement 
Using my experience and contacts to raise awareness and  
drive action in banking and across other relevant industries

Blending qualitative and quantitative data 
Understanding and decision-making was based on a combination  
of statistical analysis and information gathered through open-ended  
conversations and observation.

Multi-modal information collection 
My methodology involved listening to a combination of sources,  
from media and individual customer experiences to roundtables.

Collaboration over competition 
Embracing my own collaborative leadership style, it felt natural for  
multiple perspectives, experiences and expertise to be brought to  
the table.

Inclusion of financial services firms of all shapes and sizes 
I was committed to ensuring that all banks received equal space  
at the table, from established international organisations to smaller  
digital challengers.

Nothing about us, without us 
Full and direct participation of people with lived experience  
and staying close to the end users was an essential element. 

Disability is not a monolith 
It was important to acknowledge that not everyone has the same  
experiences; diversifying the voices speaking about the disability  
community was key.

1

2

3

4

5

6

7

8

Challenges of the role 

Bandwidth (oneself and others) 
The financial services landscape is busy and demanding,  
with significant competing demand for bandwidth, especially  
in the consumer vulnerability landscape. 

Clarity of focus 
With so much opportunity for improvement, there is a pressing need  
to cut through the noise to zone in on the areas of maximum impact.  
Sometimes they are incremental gains; opt for progress over perfection. 

Need for stamina 
Issues like tackling a lack of discussion and debate around the  
needs of people with learning difficulties can be more of a ‘slow burn’.  
It’s about recognising that some conversations need a bit more 
stamina; it’s important for that not to be a deterrent and to keep  
pushing for the target outcome. 

1

2

3
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Impact summary: 

Learning disability

Journey and impacts
Following engagement with UK Finance via the Vulnerability 
Committee, I formed a working group of a selection of member 
firms from across the industry. We held workshops to identify  
the cross-cutting issues that firms observed, including those 
areas that might be reliant on wider policy or practice changes, 
for example the Office of the Public Guardian. Through these  
discussions we captured where we saw potential for  
inaccessibility or exclusion of people with learning disabilities  
(or their families/carers). We fed in views from those with  
lived experience as well as leading charity groups.

Learning Disability workstream handover

The agreed list of pressing principal activities arising from the 
above was handed to UK Finance, and a new formal working 
group, chaired by Matt Robinson from Barclays, will take forward 
the priorities with bank and building society representatives.  
I will continue to vigorously champion this topic, advocating  
for appropriate services and systems to support those with 
learning disabilities and difficulties.

Speak Easy

The Speak Easy tool was the brainchild of Nationwide  
colleagues with lived experience, arising from an internal  
competition, which I was honoured to be the senior  
sponsor for. It comprises a set of bespoke printed cards  
consisting of phrases and pictures, available in-branch to  
support customers with communication barriers. 

Co-designed with the Stroke Association, the communication 
cards are designed to help a range of users, from non-speaking 
people to those who may struggle with spoken communication, 
such as those with aphasia.

When we started the pilot in May 2023, it very quickly became 
apparent that there didn’t appear to be anything quite like  
this being offered by high street companies. As well as  
consumer interest, there was lots of interest from other  
companies to learn from our example. There and then we 
pledged to raise awareness about the needs of such tools,  
along with Easy Read format, and share our example for  
others to learn from. 

Since the pilot, the cards have been fully refreshed,  
incorporating further feedback from the Stroke Association  
and British Institute of Learning Disabilities. They will be  
fully rolled out across all Nationwide branches in the UK  
by the autumn.

Complete

Ongoing

Listen to the Speak Easy project  
being discussed on the Money Advice 
Trust Vulnerability Matters podcast:

Episode 8: Supporting non-verbal customers  
with Katie Mackay, Jack Hatcher & Chris Fitch 

The goal
Raising awareness of the needs  
of people with learning disabilities 
across the banking industry, an 
area seemingly further behind 
when you consider support and 
solutions available with other  
access needs, such as  
physical and sensory.

Industry working group: 
Summer 2022

https://soundcloud.com/vulnerability-matters/episode-8-supporting-non-verbal-customers-with-katie-mackay-jack-hatcher-and-chris-fitch
https://soundcloud.com/vulnerability-matters/episode-8-supporting-non-verbal-customers-with-katie-mackay-jack-hatcher-and-chris-fitch
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Journey and impacts
Disability Leaders Roundtable with Microsoft  

Having already identified that Deaf exclusion was an issue  
industry needed to address, in December 2022, I chaired a  
roundtable event alongside my fellow Tech Disability and  
Access Ambassador, Hector Minto and Jenny Lay-Flurrie,  
Microsoft’s Chief Accessibility Officer, who herself happens  
to be an American Sign Language user. I had the aim of raising  
awareness of the harms and exclusion that were being faced  
by Deaf people, in particular those who use sign language,  
when financial services fails to deliver accessibility for all. 

Access for d/Deaf customers in banking  
and credit insight report
Having attended the roundtable,The Lending Standards Board  
Head of Insight, Anna Roughley, spearheaded the delivery of  
a comprehensive 2023 Access for d/Deaf customers in banking 
& credit insight report, exploring the issues faced by Deaf  
people in accessing banking (from financial exclusion and  
inaccessibility to lack of Deaf staff awareness and even  
the fact that Deaf customers are at greater risk of financial  
abuse and scams). The report – one of their most accessed  
and engaged with on record – aimed to raise awareness  
and promote action within the sector.

Impact summary: 

Improved Deaf customer experience (1 of 2)

Complete

The goal
Improving Deaf inclusion, with  
a focus on reducing the delta  
between the hearing and Deaf  
customer experience.

Left: Rebecca 
Mansell, Kathryn 
Townsend, Anna 
Roughley and 
Emma Lovell  
at the launch of  
the LSB report

Insight report launch event
Nationwide hosted the launch event of the Lending Standards 
Report Insight Report at with over 100 professionals from across 
industry attending to hear from Rebecca Mansell MCIOF & 
Emma Lovell about why this is such an important topic, with  
coverage on BBC’s The Money Box programme on Radio 4.

 
Access for d/Deaf customers in banking  
and credit: one year on insight report
Following the initial report published in May 2023, in May 2024 
I worked with the Lending Standards Board again to produce a 
follow-up report, Access for d/Deaf customers in banking and 
credit: one year on, demonstrating the progress which has  
been made in this area.

For further information contact Kathryn Townsend. 

An estimated 

18 million 
adults 
in the UK are Deaf, have 
hearing loss or tinnitus.

Prevalence of deafness 
and hearing loss - RNID

https://www.linkedin.com/in/hectorminto/
https://www.linkedin.com/in/jennylf/
https://www.linkedin.com/company/the-lending-standards-board-limited/
https://www.linkedin.com/in/annaroughleycompliance/
https://www.lendingstandardsboard.org.uk/wp-content/uploads/2023/05/Access-for-dDeaf-customers-in-banking-and-credit.pdf
https://vimeo.com/838332884/a4d932743d
https://www.linkedin.com/in/rebecca-mansell-mciof-8749b572/
https://www.linkedin.com/in/emma-lovell-73498525/
https://www.bbc.co.uk/programmes/p0fvcsfr
https://www.lendingstandardsboard.org.uk/wp-content/uploads/2024/05/Access-for-Deaf-Customers-in-Banking-and-Credit-One-Year-On-report.pdf
https://www.lendingstandardsboard.org.uk/wp-content/uploads/2024/05/Access-for-Deaf-Customers-in-Banking-and-Credit-One-Year-On-report.pdf
mailto:Kathryn.townsend%40nationwide.co.uk?subject=
https://rnid.org.uk/get-involved/research-and-policy/facts-and-figures/prevalence-of-deafness-and-hearing-loss/#:~:text=One%20in%20three%20adults%20in%20the%20UK%20are,the%20age%20of%2070%20will%20have%20hearing%20loss.
https://rnid.org.uk/get-involved/research-and-policy/facts-and-figures/prevalence-of-deafness-and-hearing-loss/#:~:text=One%20in%20three%20adults%20in%20the%20UK%20are,the%20age%20of%2070%20will%20have%20hearing%20loss.
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Impact summary: 

Improved Deaf customer experience (2 of 2)

SigningBanks  

I first met Breda and Tim from SigningBanks when they were 
looking for good practice case studies from the UK banking 
industry as parking of the SigningBanks. EU project they were 
working on. They joined the roundtable I chaired and subse-
quently the industry working group. Whilst the UK were leading 
the way in many areas, the industry group discussion showed 
that we still had lots to do. In response Breda and Tim set up 
SigningBanks. UK, offering resources direct to consumers as 
well as firms move forward with their Deaf inclusion plans. 

As a Community Interest Company, they are committed to  
being Deaf-led and a core part of their structure is SBUK  
Advisory Board, which includes the RNID, British Deaf  
Association, Royal Association for Deaf people, deafPLUS,  
Deafax and Signly, as well as lived experience group chaired  
by a BSL user.

For further information contact Breda Leyne.  

Ongoing

Kathryn has been a staunch supporter of  
SigningBanks.UK. Not only has she brought us into  
the Deaf Inclusion Industry Group as an external  
member, but she has championed our service with  
the members and with other stakeholders and even  
secured us some seed funding. Kathryn has been  
very committed and engaged in her work as  
Ambassador, and this commitment will extend  
beyond her tenure.”

Breda Leyne 
SigningBanks.UK Co-founder

Journey and impacts
Deaf Inclusion Industry Group 

I instigated this industry working group to help financial  
services firms, large and small, to understand the issues  
and share best practice on closing the gaps in our service  
to Deaf customers. 

Since launching the number of firms included has tripled in  
size to over 30 (and growing) as more organisations become 
aware of what needs to be achieved and their responsibility  
in helping us get there.

For further information about joining the group,  
contact Kathryn Townsend.

Ongoing Direct impacts on  
Deaf accessibility  
since inaugural LSB  
insight report:

• �British Sign Language in  
branch increased from  
70% to 80%

• �Note takers available to Deaf  
customers increased from  
9% to 45%

• �British Sign Language software  
on websites increased from  
9% to 18%

• �Lip speakers increased from  
36% to 45%

• �Induction loops increased from  
80% to 90%

The Deaf Inclusion  
Industry Group have  
committed to annual  
reporting of their progress.

https://www.linkedin.com/company/rnid/
https://www.linkedin.com/company/british-deaf-association/
https://www.linkedin.com/company/british-deaf-association/
https://www.linkedin.com/company/royaldeaf/
https://www.linkedin.com/company/deafplus/
https://www.linkedin.com/company/deafax/
https://www.linkedin.com/company/signly/
mailto:breda%40enterprise360.me?subject=
mailto:Kathryn.townsend%40nationwide.co.uk?subject=
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Impact summary: 

Disabled customer experience (1 of 2) 

Journey and impacts
The ‘What We Need’ Support List  

Driven by leading disability and accessibility specialists,  
Dan Holloway and Chris Fitch, I’ve been championing  
The Support List, a new community driven, open-source  
website informed by the lived experiences of more than  
1,400 disabled people.

Its purpose is to describe the changes, reasonable adjustments 
and support needs that disabled and vulnerable consumers 
want firms, businesses, and institutions to meet, and describe 
them in such a way that organisations are able to act on them 
straightaway. 

In the long term it will be used to develop standardised  
approaches and responses to those with disabilities and  
support needs across multiple industries and sectors, to  
benefit people with support needs anywhere in the UK.

Ongoing

Companies that provide services on an on-going basis, 
such as finance, energy and telecommunications, have  
a unique opportunity to deliver personal, accessible  
experiences for their customers – and yet many disabled 
people still face barriers. The financial services industry has 
been leading the way on accessibility, but there is more that  
can be done across all sectors. The Support List provides a  
welcome resource which puts disabled people’s voices at the 
heart of the solution and will hopefully help address some of  
the challenges that companies cite.”

Support Hub  

I worked with Paul Lamont at Experian and a close-knit group 
of organisations to launch Support Hub, a free service enabling 
consumers to register their support needs and share them with 
all the providers the consumer chooses in one go. Nationwide, 
as well as other founding firms: HSBC, Tesco Bank, Co-Op, 
NewDay and Lloyds Banking Group.  

Support Hub securely shares its users’ needs with chosen  
organisations, enabling them to register their preferred  
communications format, how and when to contact by phone, 
in-person meeting requirements and more.

It’s a great tool for consumers, and links directly to the findings 
of open source What We Need Support List recommendations. 

Ongoing

of disabled people  
and their families have
walked away from a  
UK business because  
of poor accessibility  
or customer service.  

75%

Data from The Purple Goat  
specialist disability marketing  
agency (2023)

The goal
Encouraging firms to advance their  
accessibility maturity and promote 
ways to drive a more consistent  
consumer experience.

SupportHub.com homepage

https://whatweneed.support/
https://www.linkedin.com/in/paullamont2001/
https://supporthub.experian.co.uk/
https://www.purplegoatagency.com/
https://www.purplegoatagency.com/
https://www.purplegoatagency.com/
SupportHub.com
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Advancing Accessibility Maturity

Working closely with UK Finance, I have been leading the 
drive to create documentation for financial services firms 
(who are members of UK Finance), that helps to assess  
their maturity of accessibility provision – and ultimately  
work towards closing gaps and advancing their status. 

This work used best practice seen from the UK Finance 
Domestic Abuse working group and is currently in progress 
at the time of writing. I will continue to support this activity 
through to completion. 

Impact summary: 

Disabled customer experience (2 of 2) 

Journey and impacts
Accessible Banking Outcomes Forum 

The Accessible Banking Outcomes Forum programme is  
being driven by Nina Driscoll and Alison Coxon at EY and  
supported by Fiona Turner FRSA and Eric Leenders at  
UK Finance. This year-long initiative worked with leading  
disability charities and financial services firms to look at  
the cross-cutting priorities individuals and the sector  
can address.

I’ve been supporting the activity, helping with targeting aims  
and defining the wider context which was important when  
setting out the project’s original ambitions. 

Following on from this, EY and UK Finance created a series  
of forums to explore the accessibility barriers that exist within  
the banking and financial services industry. 

One specific area of focus to come out of this, which will be  
driven through UK Finance, is around payments: how can  
we seek to improve accessibility across payment terminals  
and accessible credit/debit card consistency. 

Ongoing

Accessible Banking 
Outcomes Forum: 
event two
Hosted by EY and UK Finance 

January 2024

Accessible Banking 
Outcomes Forum
Hosted by EY and UK Finance 

June 2023

73%
of potential disabled  
customers experience  
barriers on more than a  
quarter of websites  
they visit.

Data from The Purple Goat specialist  
disability marketing agency (2023)

Accessible Banking  
Outcome Forum: Event One

Accessible Banking  
Outcome Forum: Event Two

Ongoing

https://www.ukfinance.org.uk/system/files/2024-03/UKC-031476-Accessible%20Banking%20Outcome%20Forum%20Accessibility.pdf
https://www.linkedin.com/in/nina-driscoll-ab171190/
https://www.linkedin.com/in/alison-hay-0101a479/
https://www.linkedin.com/company/ernstandyoung/
https://www.linkedin.com/in/fionadturner/
https://www.linkedin.com/in/fionadturner/
https://www.linkedin.com/company/ukfinance/
https://www.purplegoatagency.com/
https://www.purplegoatagency.com/
https://assets.ey.com/content/dam/ey-sites/ey-com/en_uk/topics/banking-and-capital-markets/ey-accessible-banking-outcomes-forum-report.pdf
https://assets.ey.com/content/dam/ey-sites/ey-com/en_uk/topics/banking-and-capital-markets/ey-accessible-banking-outcomes-forum-report.pdf
https://www.ukfinance.org.uk/system/files/2024-03/UKC-031476-Accessible%20Banking%20Outcome%20Forum%20Accessibility.pdf
https://www.ukfinance.org.uk/system/files/2024-03/UKC-031476-Accessible%20Banking%20Outcome%20Forum%20Accessibility.pdf
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Plend 
Plend is a socially responsible money 
lender, committed to making the UK  
financially inclusive by offering  
sustainable, affordable loans.  
Their annual financial inclusion report 
evaluates the state of financial inclusion 
in the UK, focussing on access to  
affordable credit and financial stability. 
I worked with Plend to target inclusion 
around excluded groups, plugging the 
disability data gap in this report, which 
had not previously listed disability.  
Accordingly, their 2024 report Financial 
Inclusion Report: a divided nation  
included disability amongst their  
listed characteristics.

Other impact (1 of 2)

Amplifi 
Amplifi is an organisation on a  
mission to revolutionise the way  
complex information is written and  
presented, using AI to personalise  
a brand’s communications to the  
capabilities of its users by profiling  
and simplifying language.  
Neurodivergent founder Minesh Patel 
called on his lived experience to inform 
the development of this product, and the 
company is now on a journey I’m proud  
to be supporting, focussing on how it 
might also help people with different 
types of impairments.

Valuable 500 
I have sought to promote the mission of 
the Valuable 500, an important initiative 
founded by Caroline Casey which aims  
to raise awareness and put disability  
inclusion on the boardroom agenda of 
500 global corporations. The Valuable 
500 provides guidance and resources  
to help businesses understand the  
needs of disabled people and take  
concrete steps towards greater inclusion 
and accessibility in their products,  
services, and workplace practices as  
well as doing important work on the  
disability data divide.

For further information contact  
Ryan Curtis-Johnson 

Kathryn Townsend is one of the 
most universally respected leaders 
in this space. She has worked  
tirelessly in accessibility and  
disability inclusion, operating with 
an openness and systemic integrity 
to drive change. She has committed 
to this space before others and  
continues to pioneer with an open 
mind and a conviction to move  
beyond words and ideals in order  
to deliver for impact”. 

Caroline Casey 
Valuable 500 Founder

Kathryn and  
Caroline Casey, 
Valuable 500 
Founder,  
February 2022.

A DIVIDED NATION

FINANCIAL INCLUSION
REPORT 2024

ESG AND  
DISABILITY 

DATA
A call for inclusive reporting

From the Valuable 500, Allianz, & London Stock 
Exchange Group, in partnership with Tortoise Media

Only 4% of businesses 
are focused on expanding 
their offering to include 
people with disabilities

From the Valuable 500, Allianz, & London 
Stock Exchange Group, in partnership 
with Tortoise Media.

Plend Financial  
Inclusion Report 2024

Amplifi homepage Valuable 500 ESG and 
Disability Data report

https://www.plend.com/
https://www.plend.com/inclusion-report-2024
https://www.plend.com/inclusion-report-2024
https://www.amplified.global/
https://www.thevaluable500.com/
https://www.thevaluable500.com/wp-content/uploads/2023/01/ESG-and-Disability-Data-white-paper.pdf
mailto:Ryan.Curtis-Johnson%40thevaluable500.com?subject=
https://www.plend.com/inclusion-report-2024
https://www.plend.com/inclusion-report-2024
https://www.amplified.global/
https://www.thevaluable500.com/wp-content/uploads/2023/01/ESG-and-Disability-Data-white-paper.pdf
https://www.thevaluable500.com/wp-content/uploads/2023/01/ESG-and-Disability-Data-white-paper.pdf


11    Disability and Access Ambassador Impact Report: Banking Sector

Project Nemo  

I’m lending my support to Project Nemo, 
a 12-month campaign, focussed on  
accelerating change by highlighting how 
to drive inclusion in the FinTech sector.  
The methodology focuses on creating 
connections to experts already working 
on disability inclusion with FinTech  
business decision makers within FinTech 
who want to accelerate inclusion within 
their business. 

For further information contact  
Joanne Dewar

Other impact (2 of 2)

BankAbility 

BankAbility’s mission is to create the first 
open banking solution that automatically 
optimises the user-experience for  
everyone regardless of disability, age, 
device or operating system are on a 
journey. I’m proud to be a ‘critical friend 
to BankAbility, bringing them insights into 
the intersection of disability inclusion and 
banking from my experience in this  
industry, to help them move forward.

For further information contact  
Penny Roberts 

Euan’s Guide 

Euan’s Guide is an award-winning  
disabled access charity responsible from 
EuansGuide.com, the disabled access 
review website run for and by disabled 
people. In 2023 they published an  
important cost of living report, comprising 
the experiences of over 7,000 disabled 
people. As trustee of this fantastic charity, 
I support their work every day, but this 
report brought together the importance  
of the impact of the cost of living crisis  
on disabled people, and helped me  
raise awareness of the issue in  
my banking capacity.

Project Nemo launch promo Bankability app

Click to read full article
The Guardian, 22/01/2023, 
mentioning Euan’s Guide

Government Disability  
Action plan consultation 

I was one of 1,300 people who took part 
in the consultation for the Government 
Disability Action Plan consultation. 
Comprising 32 new actions across  
14 areas in addition to work already set 
out in the National Disability Strategy, 
I was particularly encouraged to see a 
specific action area related to the private 
sector: Help businesses understand the 
needs of and deliver improvements for 
disabled people. 

https://projectnemo.co.uk/
mailto:joannelouisedewar%40gmail.com?subject=
https://www.bankability.app/
mailto:penny%40digitalability.co?subject=
https://www.euansguide.com/
https://www.euansguide.com/news/cost-of-living-crisis/
https://www.youtube.com/watch?v=nNXkEEHWy58&t=1s
https://www.bankability.app/
https://www.theguardian.com/business/2023/jan/22/energy-costs-disabled-people-cost-of-living-crisis
https://www.theguardian.com/business/2023/jan/22/energy-costs-disabled-people-cost-of-living-crisis
https://www.theguardian.com/business/2023/jan/22/energy-costs-disabled-people-cost-of-living-crisis
https://www.gov.uk/government/consultations/disability-action-plan-2023-to-2024/disability-action-plan-2023-to-2024-consultation-document


12    Disability and Access Ambassador Impact Report: Banking Sector

Learning and looking ahead

My next steps
Ambassador programme  
continuation confirmed by the  
Minister, with my role coming  
to an end summer 2024.

Continuation of my work around 
Deaf inclusion by maintaining my 
role as Chair of the Deaf Inclusion 
Industry Group I founded, as well 
as being on the advisory board for 
SigningBanks.UK. 

Moving forward I’ll be on the  
advisory board for the What 
We Need group, helping inform  
the Support Needs standards  
and continuing to encourage  
opportunities for greater  
consistency.

Continuing to support the  
disability working group activity 
through UK Finance, and of course 
the new Ambassador.

An open letter  
to my successor
Dear Ambassador,

Congratulations! This is a fantastic opportunity to effect  
meaningful change. From my time in role, I have three  
pointers to share as you embark on this path:

1  ��It may take time to identify the initiatives you feel will 
drive the greatest impact; give yourself some grace as 
you step into the role – while you may not feel like it’s 
immediately driving action, there will be a strong uptick 
as you grow into it.

2  �People generally want to do the right thing but may not 
know where to start or find the scale of the problem 
overwhelming. Help them by breaking things down so 
they’re achievable; every journey starts with one step.

3  �This impact report aside, there isn’t a manual for this job.  
You have a wonderful cohort of fellow Ambassadors with 
a broad set of talents and experience; lean on them for 
support and inspiration - there will be lots of crossover 
between your agendas.

I wish you the best of luck. Do great things!

Kathryn

A note to other industries
While much remains to be done, the financial services industry  
is leading the charge to provide a great blueprint for other  
industries. The businesses which recognise that focussing on 
accessibility and inclusion is mutually beneficial for consumers 
and businesses will be the ones to flourish.

Being able to interact and communicate with a service  
provider in an accessible way (channel accessibility) is still  
the most important consideration. Inclusion for disabled people 
needs a blend of high-tech, low-tech and no-tech solutions; 
just because a person is disabled doesn’t mean they shouldn’t 
also have (accessible) channel of choice wherever possible.

A final ask 

Next year we’ll be 15 years on from the Equality Act,  
and 30 years on from the Disability Discrimination Act.  
It’s incomprehensible that disabled people are still needing  
to fight for equal access. 

Over the next three years, I entreat the  
banking sector – indeed, all sectors -  
and the new Government to escalate the  
pace of change, so that in another 15 years 
disabled peoples’ needs are being catered  
for, enabling them to live a barrier-free  
and independent life where possible. 

This will begin with the right attitude; a belief that disabled  
people should have the same access as anybody else.  
From there, change is always possible.

https://whatweneed.support/
https://whatweneed.support/
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Public profile and awareness raising

Speaking events highlights
February 2022: Making financial services accessible  
to all panel chair at Zero Project conference, UN, Vienna 

November 2022: Vulnerability Summit

December 2022: International Day of Disabled People:  
Roundtable event with Microsoft

May 2023: Lending Standards Board Access for d/Deaf  
customers in banking and credit report launch at Nationwide

September 2023: Systems and action to advance disability 
inclusive financial services in the UK at Global Disability  
Innovation Hub Summit 

October 2023: How can banks use data to support customers 
in vulnerable situations? Money and Mental Health Policy  
Institute webinar

November 2023: Panel discussion: Accessibility and inclusion 
across sectors at RNID Summit 

April 2024: Business Disability Forum (BDF) Customer Taskforce 

May 2024: JP Morgan Chase International Customer  
Vulnerability Week

June 2024: Accessibility in banking for Deaf individuals  
seminar chair, Vulnerability Summit at Credit Week

July 2024: How can inclusive and accessible design practices 
improve outcomes for everyone? breakout session, Fair4All 
Finance’s Financial Inclusion Conference

 

Podcasts:
June 2024: “Am I making things better for disabled customers? 
with Kathryn Townsend and Chris Fitch”, Vulnerability Matters 
podcast, Episode 22.

Articles:
March 2024: Disability support isn’t negotiable: we need more 
cross-sector collaboration, Society Matters.

June 2024: What can Support Hub and businesses do to help 
vulnerable customers? Experian.

Quoted:
We have some catching up to do’: how businesses are 
improving access for those with non-visible disabilities 
Raconteur

Disabled customers not sharing personal circumstances 
with retailers and services Contact Centre Summit, Forum 
Events

UK banks and lenders make strides in accessibility for Deaf 
customers The Intermediary, Latest UK mortgage news

UK Banks Join Forces to Support SigningBanks.  
UK Launch, Improving Inclusivity for Deaf Community 
The Fintech Times

Mentions:
Mentioned in Nikhil Rathi (Financial 
Conduct Authority CEO) speech,  
It’s time for an Enlightenment on financial 
inclusion, at Scottish Financial Enterprise: 
Extending Financial Inclusion event.

Mentioned by fellow Disability  
Ambassador for Insurance, Peter  
Hamilton in his article, Why there is  
much to do on financial Deaf inclusion 
(professionaladviser.com)

Mentioned by RNID’s associate  
director for digital and innovation,  
Michael Wilkinson in, How we’re  
helping banks and financial services  
become more accessible

Images below, left to right:

Vulnerability Summit  
at Credit Week, June 2024

Kathryn with some of her Ambassador 
cohort at Techshare Pro 2022

RNID Summit, November 2023

https://www.youtube.com/watch?v=cntK9CF2hAs
https://www.vulnerabilitysummit.co.uk/
https://vimeo.com/838332884/a4d932743d
https://vimeo.com/838332884/a4d932743d
https://www.youtube.com/watch?v=r0zj6ZH_WV8
https://www.youtube.com/watch?v=r0zj6ZH_WV8
https://www.youtube.com/watch?v=r0zj6ZH_WV8
https://fair4allfinance.org.uk/building-financial-inclusion-together-2024/
https://fair4allfinance.org.uk/building-financial-inclusion-together-2024/
https://www.bsa.org.uk/information/publications/society-matters-magazine/society-matters-spring-2024
https://www.bsa.org.uk/information/publications/society-matters-magazine/society-matters-spring-2024
https://www.experian.co.uk/blogs/latest-thinking/data-insights-and-analytics/support-hub-and-businesses-help-vulnerable-customers/?utm_source=eloqua&utm_medium=email&utm_campaign=UKI-25-CONS-Q2-INT-EM-1-VulnVoicesNewsletterJul24&utm_content=-blog-1-email-email1&SP_MID=44808-g&SP_RID=23225591-g&cmpid=_44808
https://www.experian.co.uk/blogs/latest-thinking/data-insights-and-analytics/support-hub-and-businesses-help-vulnerable-customers/?utm_source=eloqua&utm_medium=email&utm_campaign=UKI-25-CONS-Q2-INT-EM-1-VulnVoicesNewsletterJul24&utm_content=-blog-1-email-email1&SP_MID=44808-g&SP_RID=23225591-g&cmpid=_44808
https://www.raconteur.net/customer-experience/customer-experience-hidden-disability
https://www.raconteur.net/customer-experience/customer-experience-hidden-disability
https://contactcentresummit.co.uk/briefing/disabled-customers-not-sharing-personal-circumstances-with-retailers-and-services/
https://contactcentresummit.co.uk/briefing/disabled-customers-not-sharing-personal-circumstances-with-retailers-and-services/
https://theintermediary.co.uk/2024/05/uk-banks-and-lenders-make-strides-in-accessibility-for-deaf-customers/
https://theintermediary.co.uk/2024/05/uk-banks-and-lenders-make-strides-in-accessibility-for-deaf-customers/
https://thefintechtimes.com/uk-banks-join-forces-to-support-signingbanks-uk-launch/
https://thefintechtimes.com/uk-banks-join-forces-to-support-signingbanks-uk-launch/
https://www.fca.org.uk/news/speeches/time-enlightenment-financial-inclusion
https://www.fca.org.uk/news/speeches/time-enlightenment-financial-inclusion
https://www.professionaladviser.com/opinion/4119886/financial-deaf-inclusion
https://www.professionaladviser.com/opinion/4119886/financial-deaf-inclusion
https://www.professionaladviser.com/opinion/4119886/financial-deaf-inclusion
https://rnid.org.uk/2023/01/how-were-helping-banks-and-financial-services-become-more-accessible/
https://rnid.org.uk/2023/01/how-were-helping-banks-and-financial-services-become-more-accessible/
https://rnid.org.uk/2023/01/how-were-helping-banks-and-financial-services-become-more-accessible/
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