
Page 1

4

2
3

Best Practices 
Guidelines
for Point of Sale

This work was funded by the Governmet of Canada 
Ministry of Employment and Social Development 
Canada Social Development Partnerships Program.



Page 2

Introduction
People are different. We are short, tall, young, old, quick and 

slow. Our abilities to see, to hear, to react and to move vary 

between people and with age. By not taking this into consideration 

businesses can inadvertently make it difficult for 15% of their 

potential customers to use their products and services, specifically 

older adults and people with disabilities. This number is only 

growing as consumers collectively grow older, but many products 

and services remain inaccessible to them. An accessible product or 

service is one which can be used by all its intended users, taking 

into account their differing capabilities and abilities.

Point of Sale (POS) terminals are an integral part of the way businesses 
process transactions from consumers, but their design and deployment 
within retail spaces can create barriers to making them accessible to 
everyone. To put this into context 3.4 billion point-of-sale transactions were 
processed in Canada 2013 alone. 

This document is intended to help manufacturers of point of sale (POS) 
terminals understand how to design and adopt features so that the widest 
range of the abilities of their end users are taken into consideration.

This document is also intended to help businesses select point of sale 
terminals and setup point of sale environments so that they are accessible 
and usable to all their customers.
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What is a point of sale machine?

A point of sale (POS) terminal is an interactive, electronic device that 

allows customers to conduct financial transactions. In some cases the 

transactions are assisted by a cashier and in other cases the customer 

completes the transaction on their own ( self-service). Examples include 

credit card payment terminals, retail store self-checkout stations, movie

theatre ticket machines, airport check-in machines, and gas station pay-at-

the-pump systems. The number of POS machines in use is increasing. The 

range of transactions handled by these machines continues to expand.

POS machines can reduce transaction times, enhance privacy, and 

provide greater convenience for many shoppers but only if designed and 

setup right.
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Definition of Accessibility

In it simplest, generic form accessibility is the “extent to which a 

consumer or user can obtain a good or service at the time it is needed” 

2. Accessibility as it applies to people with disability recognizes that 

individuals have differing level of physical and mental capabilities and 

skills. In order to deliver goods or services in an efficient and timely 

manner those products and services must take in to account those 

differences. In practical terms it means all users can perceive, understand, 

navigate, and interact with the technology.

From the perspective of a product designer or a business manager without 

an extensive knowledge of the issues faced by people with disabilities 

this can appear to a daunting task, but it does not have to be. People 

with disabilities fall into 4 main categories: mobility impairment, vision 

impairment, hearing impairment and cognitive impairment. People with 

disabilities also have a range of abilities ranging from very mild to very 

severe. They can also have multiple forms of disabilities. This document 

breaks the issues down in to easy to understand concepts, provides a 

basic understanding of the types of disabilities and the characteristics that 

define the abilities associated with people with disabilities and provides 

guidance on how to identify and design for the needs of these consumers 

into the design or procurement processes.

Definitions

“Accessibility” – Accessibility is the “extent to which a consumer or user 

can obtain a good or service at the time it is needed”. Accessibility as it 

applies to people with disabilities recognizes that individuals have differing 

levels of physical and mental capabilities and that in order to deliver goods 

or services in an efficient and timely manner that can be easily consumed 

or user by these individuals that these products and services must take in 

to account those differences. 3
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“Appropriateness” – measures how well the technology or service helps 

the user complete the intended task in the most efficient manner while 

maximizing the user’s abilities.

“Consistency” – it should behave in the same manner when used in 

similar situations;

“Controllability” – the device should be responsive;

“Disability” – any restriction or lack (resulting from an impairment) of the 

ability to perform an activity in the manner or within the range considered 

normal for a human being. 

“Feedback” – the device should let the user know when it is responding to 

the user’s actions;

“Handicap” – a disadvantage for a given individual, resulting from an 

impairment or a disability, that limits or prevents the fulfilment of a role that 

is normal (depending on age, sex, and social and culture factors) for that 

individual. 

“Impairment” – a loss or abnormality of psychological, physiological, or 

anatomical structure or function. 

“Obvious” – easily seen, recognized or understood

“Operability” – its intended use should be obvious, predictable and 

consistent;

“Predictability” – it should match user expectations;

“Responsiveness” – quick to react appropriately to the actions of the 

user;

“User compatibility” – the design should match the physical and mental 

capabilities of users.
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Categorization of  
Major Disability Groups

People with disabilities actually can have varying levels of severity 

ranging from very mild to very severe. They can also have multiple forms 

of disabilities. To simplify the process of categorizing features that can 

support specific disabilities we can categorize the disability community into 

4 distinct groups:

Vision

Hearing

Cognitive

Mobility

In order to simplify the number of approaches for dealing with the 

requirements of people with disabilities, with respect to technology, each 

one of these disability categories can be further be broken down into 3 

broader sub-categories of users based on the level of severity of their 

disability– mild, moderate and severe. While the capabilities and skills 

of any specific individual who has a disability is unique to them, typically 

the number of feasible and practical technology based solutions can be 

classified into these broader categories of users – mild, moderate and 

severe.
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Definition of Impairments

Generic Definition

The World Health Organization (WHO) suggested the following definition 

in 1980 for impairments:

“Impairments, a restriction of one’s capabilities and disabilities, 
the lack of the ability to perform task due to an impairment or 
impairments, may be temporary or permanent, reversible or 
irreversible, and progressive or regressive. The situation people 
find themselves in may determine to what degree a disability is 
handicapping for them. A handicap can be the result both of an 
impairment and of environmental conditions. If environmental 
barriers are taken away, the person will still be impaired, but not 
necessarily handicapped.”

Vision Impairments

Vision impairments can be defined as a reduced ability to, perceive light 

and colour. In the extreme cases there is total vision loss. A person is 

defined as blind if the individual can see something at 6 metres or less 

that a person with normal sight can see at 60 metres (known as 6/60 

vision), or has a field of vision that is restricted to only a very limited 

area (20 degrees or less) . Blindness implies a total or near total loss of 

the ability to perceive form. Partial sight implies an ability to utilize some 

aspects of visual perception, but with a great dependency on touch and 

hearing. Partial sight is distinct from low vision. “Low vision is a condition 

can be caused by eye disease, in which visual acuity is 20/70 or poorer 

in the better-seeing eye and cannot be corrected or improved with regular 

eyeglasses.”
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Hearing Impairments

Hearing impairment implies a total or partial loss of the person’s 
ability to perceive acoustic information. The impairment may 
affect the full range of hearing, or be limited to only parts of the 
sound spectrum. The sounds that make up normal speech fall 
between 250 and 4000 Hz.

The term deaf is used to describe people with profound hearing losses 

while hard of hearing is used for those with mild to severe hearing losses. 

Hearing loss is expressed in decibel (Db) relative to the level of speech 

that is considered normal for a conversation. Deafness is usually defined 

as an average hearing loss of more than 92 Db in the speech area. A 

person with a hearing loss of 70-90 Db is severely hard of hearing. A 

person with a hearing loss of 50-60 Db is considered moderately hard of 

hearing. A loss of hearing of 20 Db is still considered to be in the “normal” 

hearing range.

A person who was born profoundly deaf or has become deaf at a very 

early age is dependent mainly on visual communication for speech and 

language development, and often uses sign language. Many people who 

become deaf from an early age may have also poor written language 

skills so depending totally on written equivalents to auditory methods of 

communications is not practical.

For people who are hard of hearing, speech and hearing remain the 

principle way of communicating. Hearing aids are often used to help them. 

In the case of a severe hearing impairment, that person may depend on 

lip reading in addition to using a hearing aid. For some types of hearing 

impairment, a hearing aid is of limited help. Being able to hear sounds 

does not necessarily mean that a person can understand what is said as 

some people have problems distinguishing speech from the background 

noise.
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Cognitive Impairments

Cognitive impairments can affect the person’s ability to 
remember or their ability to process information. Impairment 
of the person’s ability to process information may involve a 
loss of their ability to understand language. It might also only 
involve ony a reduction in their ability to understand language. 
The disability may imply only an impairment of language, or it 
may be associated with a more general intellectual impairment. 
In some cases the person can process information when 
spoken aloud but may have more difficult processing that same 
information if written down.

“People with language disorders and a more general intellectual handicap 

may have some understanding of language but a limited vocabulary and 

reduced understanding of sentence structure. One common trait is that 

they tend to do things slower than other people, another is that they have 

reduced comprehension of instructions and language in general.

Reading impairments can be classified under a reduced ability to process 

information. For example, dyslexia is a disorder manifested by difficulty in 

learning to read despite conventional instruction, adequate intelligence, 

and socio-cultural opportunity.

A lack of reading skills will be a handicap in a wide range of social and 

professional situations. In particular, it will influence the person’s ability to 

obtain information.”
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Mobility Impairments

Mobility impairments can involve conditions that affect 
functioning of the legs and feet or the arms, hands and fingers 
or both.

Reduced function of legs and feet implies dependency on a wheelchair or 

other mobility aids to help walking (e.g. crutch or stick). People who use 

walking aids, such as crutches and sticks, can travel over short distances. 

They may have difficulties travelling longer distances and may have 

problems with different surfaces. Snow and ice are particularly troublesome 

for people with difficulties in walking. Even rainy weather may cause 

considerable problems, as many kinds of surface, such , wood floors and 

paving stones, become very slippery when they are wet. For example in a 

telephone booth it may difficult to balance while holding the receiver and 

dialling.

Reduced function of arms and hands includes the lack of motion in the 

arms or hands, or a reduced ability to use them due to reduced strength 

or co-ordination. For a person who lacks both arms, or the functional use 

of both arms, activities related to moving, turning or pressing objects are 

often impossible, or may have to be replaced by other methods,.

A person who can only use one arm will not be able to use equipment 

that requires the simultaneous use of both hands. Holding a terminal in 

one hand and using the keyboard with the other hand is an example. 

For people who cannot move their fingers independently, all fine motor 

skills will be affected. They may not be able to use keyboards or keypads, 

automatic ticket kiosks, etc. Turning of pages, and inserting paper into 

printing devices, may also be difficult.

Lack of strength is a problem in actions such as lifting, pressing, pushing 

etc. People with severely reduced strength may be unable to use the 

keyboard of a typewriter or computer, and the keypad of a telephone. 

People with moderate loss of strength may be able to lift and move only 

very small objects, and to hold them for only a limited time. They may 
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not be able to push open heavy doors, or to open drawers. People with 

muscular dystrophy, or other conditions that affect the muscles or muscle 

control, often have reduced strength.

Reduced coordination of the arms and hands is usually a result of 

damage, to the nerves as a result of cerebral palsy, or Parkinson’s disease 

for example. Reduced coordination of the arms and hands will influence 

all activities that require manipulation of objects or equipment. Impaired 

coordination may also increase the probability of hitting and breaking 

things, and to make errors when operating equipment. For example, a 

person with cerebral palsy or Parkinson’s disease may be unable write a 

message, or dial a telephone number.” 

Breaking down the Users  
Within Each Disability Group

Within each of these 4 disability groups are people with varying levels of 

severity ranging from very mild to very severe By reviewing the abilities 

across the range of users a smaller number of types of solutions emerge. 

These solutions will meet the needs of users with typically only minor 

adjustments necessary to customize the solution to their needs.

Personas and Use Cases  
For Each Disability Group

One of the most effective ways to communicate the needs of 
specific groups of users is through the use of personas. 

A personas assumes a defined set of characteristics about a set of users. 

A fictional person is use to represent the , goals, motivations, capabilities 

and lifestyle characteristics of a group of users. Personas allow designers 
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and procurement managers to understand the needs of the end users by 

simplifying the issues. Rather than having millions of individual end users, 

end users are categorized in to a smaller number of end user groups 

with common characteristics. In most cases, personas are created from 

data collected from interviews with users. They are captured in 1–2-page 

descriptions that include behaviour patterns, goals, skills, attitudes, and 

the environment, with a few personal details to make the persona realistic.

Use cases describes the responses of a product or service to a series of 

related requests from an end user. A use case covers the most common 

tasks that the user may try to achieve through the product or service.

Together personas and use cases help to guide decisions about a product 

or service such as features, interactions, and visual design. These tools 

are important to designers and procurement mangers as they help to 

define who will use the end product and service to complete the end goal. 

In the case of point of sale terminals this is real world purchases of good 

and services.

Below are personas for mild, moderate and severe levels of impairment 

for each of the major types of disabilities: vision, mobility, hearing and 

cognitive.
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VISION

Mild Vision Impairment

Abilities:

• has a 30 degree field of view

• can see letters if they are 4.8mm or bigger at 71 cm without 
the aid of any assistive technology

• can see lettering if the contrast ratio is greater than 3:1 (as 
measured on a color contrast checker)

• full function of the hands, wrist, arms and legs
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Use Case: low vision with peripheral vision impaired.

Shelly is 38 years old and has low vision as a result of an advance case 

of Glaucoma. Glaucoma is a group of eye conditions resulting in optic 

nerve damage, which may cause loss of vision. The condition affects her 

peripheral vision. She can see a narrow area in the centre of her field of 

vision of about 30 degrees. In addition as the disease has progressed 

her vision in the centre has started to blur. As a result she has difficulty 

seeing small print and carries a magnifying glass to read printed books, 

magazines and newspapers. She also needs good contrast between the 

lettering and the background in order to see the individual letters clearly. 

In order to perceive things not close up to her eyes she has to scan the 

region in front of her to create a concept of what is in front of her. Only 

small parts of what is in front of her registers at a time. Her vision seems 

like she is in a very narrow tunnel

Shelly lives in a small rural community. She is still able to get about in 

the community of her own for short local trips. She has the ability to walk 

independently and loves to go on walks in the evening with her husband. 

If she needs to go longer distances then she need to arrange for a ride as 

there is no local transit. She has an active social life and is an avid knitter 

and meets with friends every week as part of a knitting circle.

She uses a computer everyday to keep up with her friends through email 

and Facebook. She also uses an electronic magnification system to help 

her read printed materials. A digital video camera takes a picture of the 

printed material and displays it on the computer screen. She can then 

adjust the magnification to what she prefers.

Shelly runs a small business with her husband. They runs a lottery ticket 

booth at the local mall. In addition to being a point of sale terminal user, 

she is a merchant who owns a point of sale terminal for her business. They 

have had the same terminal for the last 5 years so she is familiar with it 

and they chose one with large lettering and high contrast colors.

For her own transactions, she uses a point of sales terminal a few times 
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per month in the local stores. She still prefers to pay cash when ever 

possible, so she can stay on their budget, but does not always have the 

time to go down to the bank. Normally she has the process memorized for 

the machines that she uses regularly. She has difficulty seeing the lettering 

on the keypad of some POS terminals as the fonts on the display can be 

hard to read due to their size and some do not have sufficient contrast. 

She can use LCD POS terminals but has difficulty because the contrast is 

not always sufficient. The process is slow for the LCD displays as it takes 

time to scan the field of view to understand what is in front of her. She 

avoids those stores with LCD displays on the POS terminal as it takes too 

long to get through the transaction and she always feel pressured to hurry 

up because there are people in the line up behind her.

Moderate Vision Impairment

Abilities:

• has peripheral vision only, has a dark spot in the centre of 
their field view of 60 degrees
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• can distinguish between light and dark

• can make out large shapes if there is sufficient contrast

• not able to make out details including lettering no matter 
how large

• full function of their hands, wrist, arms and legs

Use Case: central vision loss, light and shape perception

Paula is in her early 30’s. She is an executive at a regional bank. She has 

Macular Degeneration which affects the centre of her field of vision. She 

can make out light and shapes through her peripheral vision but has a 

dark spot in the centre of her visual field that prevents her from seeing 

what is there in front of her.

Paula is still very active and has a hectic schedule as she still needs to 

attend many meetings and conference calls during her business day. She 

normally gets around by taxi when she needs to attend a meeting though 

she still commutes to work every day using rapid transit. She also has an 

active social life as she and her husband like to go ballroom dancing.

She uses a computer everyday as part of her job: answering emails, 

drafting reports and reviewing schedules and financial spreadsheets. She 

uses screen reading technology to read what is on the computer screen 

aloud.

She has a cellphone that she uses to keep in touch with the office during 

the day if she is out of the office at a meeting. She has a very basic 

cellphone with physical buttons on the keyboard and only uses the phone 

calling capabilities. She prefers to deal with emails while in the office. She 

has her secretary screen her emails and alert her of urgent emails if she is 

out of the office. Most colleagues know she prefers a phone call to email if 
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the issue is urgent. She also uses email to keep in touch with her friends 

but has never gotten around to using Facebook.

She uses a POS terminal many times per day but has difficulty seeing 

the display as she can only make out light and shapes with her peripheral 

vision. As a result she often has to memorized the layout and processes 

of the many terminals she encounters through out her day. She only has a 

problem when the layout or the process for the machine has changed or 

if she encounters a new machine that she has not used before. In those 

cases she needs the customer service representative to talk her through 

the process. If there is a line up she feels pressured to let the customer 

service representative enter everything except the PIN. Regardless of 

the entry method she is not able to see the display details, so she needs 

to rely on the customer service representative to tell her the amount 

she is paying. Occasionally there is a mistake in the bill, but she can not 

determine that till she checks her account at home as she can not read the 

receipt or see the display on the cash register or point of sale terminal. She 

checks her account statement on-line at the end of the day to see if there 

are any unusual charges. Her bank and credit card company have been 

good about resolving any discrepancies. She uses contact-less payment 

when it is available. It is her preferred method of payment as she does not 

have to deal with entering a PIN. She likes the speed and efficiency. It is 

not always available everywhere yet but she hopes it will be. She still can 

not do large transactions with contact-less payment as there is a maximum 

transaction amount. She finds it difficult to interact with touch screen POS 

terminals as there is no registration points that tell her where to touch and 

she has difficult seeing what is shown on the display.
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Severe Vision Impairment

Abilities:

• total vision loss - blindness

• full function of the hands, wrist, arms and legs

Use Case: Blindness

Lauren (16) has had total vision loss since she was a child, but she is an 

active teenager with a busy social life. Like any teenager her social life 

revolves around her digital online presence. She keeps up with her friends 

on Facebook and plans after school activities through SnapChat. She use 

a computer and a mobile device with text to speech capabilities to access 
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her online accounts. She takes public transport or is chauffeured by her 

parents. She uses point of sale terminals a few times per week when she 

is out with her friends for shopping or to grab coffee or a snack with her 

friends. She can not see the display or the keyboard on the POS terminals 

so need to rely on her friends or the customer service representative to 

talk her through the process. At retail establishments she frequents all 

the time she has memorized the process, but when she is in a new store 

with an unfamiliar POS terminal she needs to have the customer service 

representative talk her through the process. If she is in a hurry or feeling 

pressured because there is a line up she will have the customer service 

representative do everything except the PIN though she prefers to do an 

many things on her own as possible. Like any teenager she is just starting 

to explore her independence. As she can not see the display she does 

not know what amount she is paying. She has had problems once before 

where she was charged the wrong amount so she is concerned about the 

process. Her parents helped her to resolve it but it took a lot of effort. As 

she is on a fixed allowance every cent is important to her so she checks 

her account online at the end of the day.
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HEARING IMPAIRMENT

Mild Hearing Impairment

Abilities and characteristics:

• only able to hear and repeat words spoken in a normal 
voice at 1 metre or less 

• has difficulties keeping up with conversations, especially in 
noisy surroundings

• use lip reading to fill in what they do not hear

• can hear some sounds, but not others or part of others. 
In particular the softer phonemes, which are usually 
consonants, may not be heard. It is especially the fricatives 
that become inaudible with a mild hearing loss, the /f/, /s/,  
/th/ and /k/

• have lost the ability to hear higher frequencies – male 
voices easier to hear
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Use Case: Hearing loss due to exposure to high noise levels

Sam is 55 years old. He has worked most of his working life in a pulp and 

paper mill. Over time he has lost some of his hearing due to low frequency 

recurring noise in the work environment and his habit of not

wearing earring protection consistently while at work when he was 

younger. This is complicated by a natural lose in hearing due to aging. 

He finds that he has problems picking out specific sounds in noisy 

environments or while multiple people are talking at the same time. His 

hearing is not bad enough that he can benefit from hearing aids. He 

has tried hearing aids but finds that they amplify all sounds, He still has 

problem distinguishing unique sounds if there is a high level of background 

noise so he does not find the hearing aids useful. He uses reading glasses 

to read the paper in the evening as he is getting near sighted as he gets 

older, otherwise he normally does not need to wear glasses. He does not 

wear glasses when he drives for example.

He has an active social life. He and his wife are members in a bowling 

league. They like to travel and they go away each year to some exotic 

and new place. Sam does not use a lot of technology. He does not own a 

cellphone as he finds the volume on most cellphones is not high enough. 

He does use a computer on the rare occasion to look something up but he 

is not a regular user. He uses an amplifier on his regular dial up phone at 

home.

He uses a point of sale terminal a few times days, to pay for his morning 

coffee, at lunch, at the grocery store on his way from work and at the 

weekend when he goes out with his family. He needs his reading glasses 

to see lettering on the display when it mounted on a counter at waist 

height. He needs to get closer when he forgets his reading glasses, though 

he finds it inconvenient. He has a hard time hearing the audio feedback 

put out by the POS terminal as the background noise of other people in 

the stores often mask the specific sounds out. He often forgets his card as 

he does not hear the tone remind him to take it out of the slot. He prefers 

to enter his PIN as he does not trust the contact-less tap n’ go technology. 
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He has heard some stories in the news about bad experiences with the 

contact-less technology.

Moderate Hearing Impairment

Abilities and characteristics:

• not able to make out specific sounds or words even with 
powerful hearing aid in a quiet room

• they have good use of their legs, arms and hands.

• short height 4 foot 2 inches

Use Case: Can only hear low frequency sounds, can not pick 
out specific sounds
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Sophia is a stay at home mother who is in her early 30’s. She has a busy 

life that revolves around taking care of her 4 year old daughter and her 

husband. Sophia had meningitis when she was young and that caused her 

hearing loss. She usually can tell the direction of where a sound comes 

from but she has difficult picking out specific sounds. She is more sensitive 

to low frequency sounds. She can not hear most high frequency sounds, 

so she can not hear typical sounds like chirps and beeps. Though the 

written language is her second language after American Sign Language, 

she is atypical in that she is quite proficient at it. Her parent are not deaf 

and even though they learned some sign language the common method of 

communication is through written notes.

Most of her day is spent taking her daughter to play dates and doing 

household chores. She uses the text messaging features in her phone 

to coordinate with her husband, other parents and friends. She feels 

reasonably comfortable around technology. She keeps in touch with her 

family and friends through social media like Facebook and Twitter on her 

desktop computer and uses a chat programs to have longer conversations.

She uses a point of sale terminal a few times per week when she goes 

to the grocery store, has coffee with other mothers in the social groups 

she joined at the local community centre and does other shopping for the 

family. At 4 foot 2 inches she sometimes has problems seeing the POS 

display and the keypad if it is mounted to the counter and the counter is 

high. If the terminal does not tilt or on a cable so she can pull the POS 

terminal closer she also has difficulty seeing the screen and the keypad. 

She does not hear

the low, soft sounds that the terminal emits when you leave you card 

behind in the terminal so she forgets her card in the machine from time to 

time. She has to rely totally on the instructions on the screen to tell her a 

step is complete and that she needs to go on to the next steps .She likes 

the tactile feedback of the buttons (the click) on the keypad as it helps her 

to know that the terminal has accepted her input.
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Severe Hearing Impairment

Abilities and characteristics:

• have total loss of hearing

• use American Sign Langauge or Langue des signes du 
Québec (LSQ) as their primary language

• writing and reading skill are at a grade 4 level

• have full use of their legs, arms and hands
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• rely of visual and tactile forms of feedback in order to 
perceive instructions or status changes.

Use Case: Deaf

Phillip was born deaf. He is in his late 30’s and works as an assistant to a 

local handyman. He usually does labour intensive jobs like landscaping. 

His primary form of communication is Sign Language. Since he was deaf 

since birth and did not attend an integrated school, he only has basic 

reading and writing skills at a grade 4 level. His father was also deaf and 

his mother was fluent in sign language so there was less of a need to 

be fluent in a written language. His written skills are sufficient for him to 

communicate with his boss at work.

He considers his deafness as making him part of a distinct culture as 

opposed to a disability. He has an active social life with his friend; most of 

who are deaf. He has a cellphone and uses text messaging to coordinate 

with his friends. He does not use text messaging extensively though and 

prefers to communicate in person using sign language or through a video 

call on his computer at home. He looks at technology as a tool and uses it 

when it is convenient but it is not a big part of his life.

He does not like to buy things in the store as he often finds that customer 

service representatives are not patient enough to communicate with him 

through written notes. He prefers to place his order online and then have 

it sent to him or to pick it up at the store. Trying to explain what he needs 

specifically to a customer service representative is an intimidating and 

a frustrating process for him. He does use a point of sale terminal a few 

times a week though – at the coffee shop and at the grocery store. The 

customer service representatives know him and they have worked out a 

system where he can communicate what he needs as he has a regular 

order. He does not have any problems interacting with the point of sale 

terminal to pay for his purchase. He has good eyesight and can see the 

POS display without problems, He has no problems using the keypad 

and inserting and removing his card. As long as each step in the process 

shows appropriate instructions on the display he can easily follow along. 
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He has forgotten his card in the machine a few times as there is no 

prominent visual indication that he has left it behind. The store has usually 

held on to his card in though cases and contacted him through the bank or 

credit card company. 

COGNITIVE IMPAIRMENT

Cognitive impairments cover a broad range of conditions 
from dyslexia and various other learning difficulties, to speech 
disorders and intellectual disabilities. 14 It also includes 
people who have memory related conditions. Some of the 
characteristics of intellectual disabilities are limitations in 
reasoning, learning, problem solving and in adaptive behaviors, 
which covers a range of everyday social and practical skills. 
Both adults and children with intellectual disability may also 
exhibit some or all of the following characteristics:

• Delays in oral language development

• Deficits in memory skills

• Difficulty learning social rules

• Difficulty with problem solving skills

• Delays in the development of adaptive behaviours such 

as self-help or self-care skills

• Lack of social inhibitors

Children with intellectual disability learn more slowly than a typical child. 

Children may take longer to learn language, develop social skills, and take 

care of their personal needs, such as dressing or eating. Learning will take 

them longer, require more repetition, and skills may need to be adapted 

to their learning levels. For the purposes of this document, a narrow 

definition of cognitive impairment is being used as cognitive impairments 

can also include conditions such as depression and bi-polar disorders. As 
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these conditions cannot typically be alleviated directly through the use of 

enhanced features in technology they are not included in the definitions 

used in this guide.

Mild Cognitive Impairment

Abilities and characteristics:

• IQ 50 to 70

• slower than typical in all developmental areas

• capable of learning reading and mathematics skills to 
approximately the level of a typical child aged nine to 
twelve.
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• can read, but has difficulty comprehending what he or  
she reads

• no unusual physical characteristics

• able to learn practical life skills

• attains reading and math skills up to grade levels 3 to 6

• able to blend in socially

• functions in daily life

Use Case: problem processing visual information

Helen (24) has a mild cognitive impairment. She has difficulty processing 

written information.. She can read what is in front of her but she has 

problems understanding what it means and retaining it. She does better 

if someone explains it to her aloud. If it involves instructions she needs to 

have someone show her how to do it otherwise she will not get it. She had 

difficulty dealing with addresses and has to have someone show her  

how to get there. She then needs to practice it a few time before she gets  

it down.

She is young and outgoing and likes to spend time with her friends. She 

likes looking at the newest fashions in the magazines and recently had 

her hair dyed purple. She still lives with her parents but hopes to share an 

apartment with her best friend from high school one day. She has a part 

time job at the supermarket stocking the shelves. Her boss shows her what 

to do and he knows that she is always dedicated and hard working She 

loves her cellphone and uses it to stay in touch with her friends and her 

parents, She does not really use text messaging or any of the social media 

services like Facebook or Twitter. She calls people by selecting from a list 

of pictures of her friends on her phone. She has problems remembering 

faces and phone numbers so this solve this issues for her.
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She has a bank card that she uses for banking and purchases, but she 

does not have a credit card. When she does banking she usually goes 

to the teller and does not use the banking machines. She had a credit 

card in the past but had a problem with overspending. With a debit card 

she can not overspend. She is comfortable using POS terminals. As long 

as the process is not too different from what she is used to she has no 

problems completing the process. New machines confuse her initially, but 

if someone shows her the process she can usual get it after a few tries. It 

took her a long time to remember her PIN at first but now she has it down 

pat. Consistency, a regular routine and verbal instructions help her a lot. If 

something is totally new it confuses her.

Moderate Cognitive Impairment

Abilities and characteristics:

• IQ 35 to 49

• understands spoken instructions but cannot typically 
communicate on complex levels
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• takes directions well

• noticeable developmental delays (i.e. speech, motor skills)

• can communicate in basic, simple ways

• able to learn basic health and safety skills

• can complete self-care activities

• can travel alone to nearby, familiar places

• may have difficulty in social situations and problems with 
social cues and judgement.

Scott was born with Downs Syndrome and is 38 years old. He is able to do 

many daily tasks on his own such as bathing, dressing himself and making 

the daily trip to his job. He needs a consistent routine or he can easily get 

confused. He has a bright and cheerful deposition and usually is quite 

open and engaging even with strangers. Nothing seems to every get him 

down. He works at a local charity putting together gift baskets that are sold 

through regional gift stores. He understands spoken instructions and

takes direction well. He lives with his sister who is also his guardian. He 

can not read or write but can recognizes some words like his name. He is 

essentially functional illiterate.

He has a cellphone that he carries that provides reminders of where he 

needs to be and what he needs to do. It also allow him to contact his sister 

if her gets lost or confused. There are images of the people he knows on 

the phone instead of names and contact numbers. He initiates a call by 

press the images of the person he want to call. There is also simple games 

on his phone that he like to play in his spare time..

His sister has him on an allowance. He uses a point of sale terminal once 

a month when he goes to the comic store. He loves comic books and 
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buys some on his regular monthly visit. He is a member of a community 

group that helps him read the comic books. They know him at the comic 

store and provide help if Scott needs it. Scott knows the routine to use the 

point of sale terminal at the comic store. He had memorized the process 

as he can not read the instruction on the display. When they changed 

POS terminals recently he had a hard time adjusting. It took him time to 

memorize the new routine.

Severe Cognitive Impairment

Abilities and characteristics:

• IQ 34 or less

• considerable to significant delays in development

• understands speech, but little ability to communicate

• may not be able to learn daily routines
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• may not be able to learn very simple self-care

• needs direct supervision in social situations

• not capable of independent living

Use Case: Severe Intellectual Disability

Francine, aged 54, was born with a severe intellectual disability. She lives 

in a group home with other people with intellectual disabilities. She is not 

able do daily tasks such a making her bed and bathing on her own. She 

is on social assistance and her cheque every month is deposited in to an 

account that is managed by her brother who is her guardian. He takes care 

of paying for the group home expenses and any small day to day needs 

she may have. As she does not manage her own bank account she does 

not own a bank card and therefore is not a user of point of sale terminals.
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MOBILITY IMPAIRMENT

Mild Mobility Impairment

Abilities and Characteristics:

• stiffness in the shoulders, elbows and wrist

• slight more than10 degree loss of range of motion of the 
arms, wrist and fingers

• pain and tingling in the hands

• partial lost of sensation in her ring finger and pinky fingers

• restricted ability to rotate wrists

• reduced strength – 1 Newton in the fingers

• able to walk and stand normally without any issues



Page 34

Use Case: Repetitive Strain Injury

Frances (36) has repetitive strain injury as a result of working as a typist 

for the last 18 years.. She has stiffness and aching muscles that affect 

her shoulders, arms, wrists and hands, In addition she has a dull aching 

pain and tingling sensation in her fingers. There are times when she has 

partial loss of sensation in her ring finger and pinky finger that makes it 

uncomfortable for her to grasp and hold things in her hand. In addition 

there is a dramatic reduction in the strength of her fingers and wrist due 

to issues with the tendons in her hands. She can apply pressure but finds 

it difficult to apply more than 1 Newton of pressure with her fingers. She 

has no problems getting around on her own and can walk normally as her 

condition only affects her upper body.

She lives downtown near where she works so it has not affected her 

ability to get around. She gave up owning a car when she moved to the 

downtown core because she found that she did not need it. Even though 

her condition affects her ability to drive, since she hardly ever drives 

anymore it has had no effect on her life style.

She is re-training to take on an administrative role in human resources at 

work so that she does not have to type as much. She is using a voice rec-

ognition system to help her type and enter data for the times whenshe need 

to send and email our fill out paper work as part of her job. Her company is 

working with her to help her transition to her new role by covering the cost 

of any assistive technology and facilitating the change of jobs.

She owns a smartphone and uses it to keep up with her personal emails 

and phone calls through the day. She also uses text messaging a lot to 

keep in touch her friends though she finds it more difficult to use with her 

condition. She still tries to keep an active social life though her condition 

means she gets tired quite easily by the evening. She just recently 

discovered social media and is using it to keep in touch with her high 

schools friends which she has lost touch with. She uses point of sale 

payment systems everyday as she uses her bank card to pay for her lunch 

and for other small purchases.



Page 35

Moderate Mobility Impairment

Abilities and characteristics:

• has no ability to move the fingers on his hands.

• fingers on the user’s hands lack strength so they can not 
apply pressure to a surface.

• no ability to rotate his wrists

• can raise their arms up to shoulder height

• full range of motion of this forearms

• has the ability to move their arms with a high degree of 
control and able to consistently target an square region of 
20mm or more in length and width
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• activates physical controls using the side of his hand using 
the knuckle on his pinky finger or the palm of his hand

• uses a electric wheelchair to get around

Use Case: Partial Spinal Cord Injury—C5 Quadriplegic

Michael (25) is a software programmer. He has a partial spinal cord injury 

at the C5 level. He was in a skiing accident when he was a teenager. The 

injury to his spinal cord means that he has no conscious use of the fingers 

on his hand. He can move his arms with a high degree of control but can 

not raise them above his shoulders, He can not rotate this wrist and is not 

able to grasp anything in his hands without using a custom split. He is not 

able to use his legs so he gets around in an electric wheelchair.

He has exposure to a wide range of technology at work and in his personal 

life and is always looking to try the next new thing. He does most of his 

work on a desktop PC and uses a trackball mouse due to his inability to 

control a conventional mouse with his hand and fingers. He slides the 

base of his right palm across the top of the trackball to move the cursor on 

the screen. He uses the side of his right hand to active the buttons on the 

trackball. He has a custom split on his left hand, as he is left handed, which 

is attached a stick which he uses to activate the keys on the keyboard. He 

owns a smartphone and uses it to keep in contact with his friends through 

email and text messages. He has problems using the keyboard on his 

smartphone though so he usually only reads emails and messages on his 

phone and then answers when he has access to a desktop computer.

He uses a point of sale terminal at least once a day to pay for his morning 

coffee. He sometimes has problems seeing the display on some POS 

terminals due to the high height the POS is mounted at and the angle of 

the display. He is concerned about privacy as people can look over his 

shoulder as his enters his PIN. The POS terminal is typically positioned 

above his head as he is seated in a wheelchair. He uses the knuckle of 

his pinky finger to activate the keys on the POS. He has used contact-
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less payment a few times but has concerns about the security of the 

technology. He has seen news stories where personal information has 

been stolen.

Severe Mobility Impairment

Abilities and characteristics:

• the user has no ability to move their legs, arms,  
hands and fingers

• he still has control of his head and facial muscle though so 
he can sip and puff and move his eyes independently.

• he is still able to speak clearly
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• he uses an electric wheelchair to get around which he 
controls through a pneumatic switch by sipping and puffing

Use Case: Muscular Dystrophy –  
no use of his legs, arms and hands

Larry (age 55) is a university professor. He teaches architecture and spent 

the early part of his career in private practice as an architect. Larry has 

muscular dystrophy which has caused progressive muscle weakness in 

his body. The weakness has progressed to the point where he can not 

walk anymore so he uses an electric wheelchair. He has also lost the 

independent use of his arms and hands as the muscles no longer have the 

strength and coordinate to allow him to control them. He uses an electric 

wheelchair that he controls by a series of pneumatic switches which are 

mounted to his wheelchair. He sips and puffs on the switches to control his 

chair. He still has good control of his head and facial muscles so he is able 

to speak clearly and independently move his eyes. Larry has been happily 

married for 27 years. They have an active social life and they both serve 

on a number of community groups. Larry is a board member on the local 

historical society for the preservation of historical houses in town.

He makes extensive use of technology. He uses a laptop computer to do 

the preparation for his lectures at school. His laptop is mounted to his 

wheelchair on a tray that goes over this lap and it goes everywhere with 

him. He controls his computer using a pneumatic switch which uses Morse 

code to enter commands. He also owns a smartphone which he controls 

through his computer and a special software program. In addition to 

making phone calls and texting, he also uses the smartphone for checking 

his email, and updating Facebook on the go. If he is near a WiFi hotspot he 

will use his laptop to do some of these tasks.

He needs to use a POS several times a month. Normally he has to have 

someone accompany him to the store as he can not manipulate the credit 

card on his own. This means he has to do some advanced planning as 

he does not always have an attendant or trusted friend with him. He has 

to tell his PIN number to the trusted person accompanying him. On the 
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few occasions where he has not had a trusted friend with him he has had 

to have the customer service representative insert the card for him and 

enter his PIN. This is not always an option as some stores have a policy 

of not doing this due to liability concerns. He does not like to do this as he 

has concerns about disclosing his PIN. He changes his PIN when he gets 

home when this has happened. He likes the fact the contact-less payment 

does not require a PIN but still has some concerns about losing his 

card. He finds that contact-less payment is not always available or if it is 

available it is not always apparent as the customer service representative 

does not always mention it and the labelling on the machine for the 

availability for contact-less payment is not always visible from his position 

in his electric wheelchair.



Page 40

High Level Principles for Accessibility

Accessibility is about making a product or service accessible 
to the widest audience of user. In practical terms it relies on 5 
basic concepts:

• Can all users reach the product or service without 
hindrance?

• Can all user perceive the controls, instructions, output and 
labelling of the system?

• Can all users understand what to do and what is being 
conveyed?

• Can all user navigate the content and controls of the 
system?

• Can all user interact with the content and the controls of the 
technology?

• A product or service will be accessible to the widest 
possible audience if the above conditions are met.

Prescriptive Specifications versus Performance Specifications

Many of the accessibility standards that exist are prescriptive in nature. 

Prescriptive design specifications set out a precise measurements, 

tolerances, materials and other specific information about a product or 

service. A button being a specific color or size and shape is an example. 

By contrast, performance specifications set tell what the user end 

user wants to do and how he want to do it. Being able the operate the 

device without twisting their wrist and being able to perceive the output 

given a specific field of view by the user are examples of performance 

specifications. The specific nature of the design, the measurements, and 
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other specific details are not stated nor considered important so long as 

the performance requirement is met. Performance specifications give the 

designer more flexibility on how they are to achieve the end performance 

result. Performance specifications describe the result that is required from 

a particular end goal and leave it to the designer or supplier to satisfy 

that requirement. In effect it requires the designer or supplier to complete 

the design. To be effective performance based specifications must clearly 

outline how the performance is to be measured.

The information below uses performance specifications as it primary 

method of communicating the end goal of each category of user within 

each disability group. Where prescriptive standards exist they have been 

documented and put forward as best practices that can be adopted to 

meet the performance specification. The goal is to provide flexibility in 

the way manufactures meet the needs of the end user or what point of 

sale terminals are procured or how the retail environments are designed 

by retail organizations. If they can reach the same end goal using 

other methods and techniques they still will have achieved the level of 

accessibility desired.

Environmental versus Device Specific 
Specifications

In addition to the accessibility of the device itself the environment around 

the device needs to be considered as getting to and reaching the device 

is fundamental to using the device. In that regard “environmental” and 

“device” specific accessibility issues will be discussed separately.

Environmental specifications refer to the built environment (counter design, 

clearances, lighting, etc…) of the retail environment surrounding and 

supporting the point of sale terminal. These elements are specified by the 

retailer and not the point of sales terminal manufacturer so they have their 

own unique specifications.

Point of Sale manufacturers are principally interesting in the performance 

specifications and best practices as they apply to the actual devices 
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but an awareness on how these device will be install by retailers is still 

an important consideration. Businesses buying and installing terminal, 

on the other hand, have to aware of not only the accessibility features 

of the terminal themselves but the environment they are going to be 

installed. Clearance under counters, clearance around counters, the 

selection of floor material and signage can all be affected by performance 

specifications that address the issues of people with disability in each of 

the 4 major groups.

Practical Best Accessibility Practices

The easiest way to identify and categorize barriers is to break the process 

of performing a transaction down into individual steps. Based on the steps 

it is easy to outline the problems that each persona would encounter. The 

process of completing a transaction can be broken down into the following 

basic steps:

* Locate and Approach the Terminal

* Orientate the User to the Terminal

* Access the terminal - Reach

* Perceive Output from the Terminal

* Insert the card

* Provide Input to the Terminal – Confirmation (confirm amount) 
and Validation (verify identity through Personal Identification 
Number – PIN or signature)

* Retrieve the Card

* Retrieve the Receipt (applies to self serve terminals)
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* Perceive Output on the Receipt

Chip and PIN transactions require each on of these steps. Tap and 

Go payments (also known as Contact-less Payment or Near Field 

Communications – NFC or RFID Payments) skip the steps to insert and 

remove the card. New mobile phone based payments also skip the steps 

involved in inserting and removing the card and may require additional 

verification such as finger print identification.

The issues identified for each personas are summarized in the table below. 

The issues that created barriers for people with disabilities were identified 

through user surveys and a review of the existing literature including 

guidelines and standards for similar types of technologies and services. 

The issues were then confirmed and clarified using focus groups, directed 

interviews and user trials.

Overall Performance Specifications

Performance Specification #1

The system should be usable without requiring the user to bring or have 

on them additional assistive technology. People sometimes forget to bring 

assistive technology and they should not be prevented from using the 

system.

Performance Specification #1 Best Practices

* The user should not be required to bring and have on them additional 

assistive technology that is required to successfully complete a transaction 

on the point of sale terminal.
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Minimum of 1.5 m Minimum of 1.5 m Minimum of 1.5 m

* Personal headsets for private listening are not assistive technology. 

Although not built-in, a headset is considered an allowable add-on, as 

headsets might are used for privacy, not accessibility reasons. 

Performance Specification #2

All users can get to the terminal in an unobstructed manner and operate it 

from a stable position regardless of their level of physical mobility, vision, 

hearing or cognitive abilities.

Approach The Terminal

Figure 15 Clear Pathway Requirement
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Pathway Specifications

* A person with no vision or limited vision must be able to 
navigate the pathway to the terminal without encountering any 
barriers.

* Additional considerations need to be made for users of 
manual and electric wheelchairs and scooters as they require 
more room to turn and manoeuvre. The range of important 
dimensions of wheelchair designs are shown below.

Figure 16 Average Wheelchair Dimensions

Figure 17 Average Seated Wheelchair User Height Dimensions
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Performance Specification #2  
Best Practices

* provide a clear path so that users of wheelchairs, walkers or 
scooters can approach the terminal

1.80 m
Preferred

1.50 m
Minimmum

0.90 m
Preferred width

Figure 19 Minimum Wheelchair Turning Radius
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Best Practices

* Provide sufficient floor space so that users can operate the 
terminal from a clear and flat area large enough to manoeuvre 
their wheelchair, walker or scooter. into a position that allows 
them to reach the controls of the terminal and see the display of 
the termina.l 24

* The space should be at least 1.5 meters, preferably 1.8 meters 
25, in radius.

* The centre of the space should be located directly in front of 
the terminal.

* The surface parallel to the face of the terminal should be flat. 
Where the user is only intended to position themselves parallel 
to the front face of the counter supporting the terminal, the clear 
area will be at least 1524 mm parallel to the front face of the 
counter and centered on the terminal and at least 920 mm wide 
26 and separate from the line up area

* A floor surface that contrasts in colour and texture should be 
used to define the line up area 27

* Line up guides should be used only if other alternatives are 
considered inadequate. 28

* Free standing pedestal signs and other hazards should not be 
used to mark the entrance to the line up. 
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Signage Specifications

Performance Specification #3

All users should be able to perceive any signs indicating where the 

terminal or checkout is located regardless of their height, vision, hearing or 

cognitive abilities.

Performance Specification #3 Best Practice

* For users with low vision, signs showing where the terminals are located 

should be large and high contrast (preferably white or yellow characters 

on a dark background or with a color contrast ratio of at least 3 to 1) and 

illuminated. 

* Characters on signs will be:

4

2
3
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o sans serif with Arabic numerals 31

o Have a width to height ratio between 3:5 and 1:1 (using an upper case X 

for character measurement); 32 33

o Have a stroke width to height ratio between 1:5 and 1:10 34

* Be at least 150 mm high (for viewing distance of up to 4600 mm, higher 

for signs that are to read further away); 35

o Character size should comply with the size for the intended viewing 

distance based on the table below.

Character Height Dimensions for Viewing Distances

* Signs pertaining to the POS terminals should be located at decision 

making locations. 38

* Where applicable, tactile signs for customers with vision impairments 

should be located near the main entrance.

* Where applicable, tactile signs with a map of the facility telling customers 

where the checkout terminals are located should be located on the wall 

with:

* the closest edge of the sign 160 +/- 10mm for the edge of the door jamb 

on the latch side of the door. 

* Tactile characters on signs shall be located at minimum 1220 mm above 

the finished floor surface or ground surface measured from the baseline of 

the lowest tactile character. 40

* Tactile characters on signs shall be 1525 mm maximum above the 

finished floor surface or ground surface measured from the baseline of the 

highest tactile character. 
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* Characters shall be san serif in style

* Character height measured from the baseline of the character shall be a 

minimum of 16 mm

* Characters shall be upper and lower case

* Raise characters shall be 0.8mm minimum above the background 

surface of the sign 

* Signs that are designed to be touched shall not have sharp or abrasive 

edges 

* Braille should be positioned below the corresponding text. If the text is on 

multiple lines the Braille shall be placed below the entire text. 

* Braille shall be separated by a minimum of 9.5mm from any other tactile 

characters and a minimum of 9.5 mm from raised borders or decorative 

elements. 
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Performance Specification #4

All users can perceive the location of the POS terminal, and any barriers 

in the path way regardless of the level of vision, the height the person is 

viewing from and their hearing ability.

Performance Specification #4 Best Practice

* Light levels (natural or artificial) throughout the space shall be maintained 

at a level of at least 100 lux 

* Light levels (natural or artificial) that illuminate the terminal which 

requires reading shall be maintained at a level of at least 300 lux 50

* Lighting should be designed to avoid misleading shadows and to 

highlight obstacles such as stairs, curb. 

* The light should provide a consistent level of light and pattern of light in 

the absence of natural light.

* Lights should be placed as to not cause glare, reflections or reduce the 

contrast of the terminal screen as that would interfere with the viewing of 

the screen. 
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Other Environmental Features

There are other requirements for environmental features such as entrance 

doors, ramps and signage 53 that have not been addressed in this 

document. The minimum requirement of these features are addressed in 

the provincial building codes of each province. 54 There are differences in 

the provincial standards. While the provincial codes are a minimum level 

of accessibility it is recommended that the Canada Barrier-free Design 

Standard (CAN/CSA-B651-M95), (“CSA 95”) and the Accessible Design for 

the Built Environment (CAN/CSA-B651-04) technical standards provide a 

more comprehensive set of guidelines for features that are actually part of 

the building.

Access to the Terminal – Reach

Performance Specification #5

The user irrespective of their height and range of motion of their arms and 

dexterity should be able to reach the terminal so that they can access and 

use the controls, the card slot and any sensors such as barcode reader or 

contact-less payment sensor. The range of heights of standing and seated 

users to be accommodated are described below.
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Figure 25 Average Reach Zones for standing and seated users

Figure 26 Average seated wheelchair height dimensions
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Figure 28 Average seat vertical reach
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Figure 29 Average Seated Horizontal Reach

0.71 m - 0.92 m

0.50 m - 0.68 m
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Performance Specification #5 Best Practices

* When the terminal is mounted the following ranges of reach are 

accommodated based on the terminal being mounted 255 mm from the 

face of the counter supporting the terminal and 610 mm from the face of 

the counter supporting the terminal.

0.30 m

1.
30

 m

1.
20

 m

1.
10

 m

0.45 m 0.60 m

Figure 30 Maximum Reach based on height and depth dimensions
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* Provide a means for the user to use the terminal while holding it in their 

hands to allow for a greater number of ways for the terminal controls to be 

reached. This also allows for a greater number of positions of the user in 

front of the terminal. It also solves issues involved with seeing the terminal 

display, labels and controls, using the controls and privacy.

o Where the terminal is attached to a cable, the cable shall allow the 

terminal to be position at least 380 mm above the floor surface in front of 

the terminal and at least 460 mm away from the front face of the counter 

supporting the terminal.
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Perceive Instructions, Labelling and 
All Outputs on the terminal

Performance Specification #6

All users will be able to perceive all labelling, notifications, messages and 

instructions provided through displays, controls and labels regardless of 

their height, level of vision, hearing, sensitivity of touch or cognitive ability.

* The following criteria in regards to average field of views of users and 

heights of wheelchair users should be taken into consideration.

Figure 32 Average field of view dimensions
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5-30°

5-30°

0°

Normal field of view - horizontal direction

* Colour Blindness

o Red/green color blindness is the most common form of color blindness

o It affects 8 percent of Caucasian males and 0.5 percent of Caucasian 

females. 56

* Normal conversation at 3 feet without background noise is 60-65dB
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Performance Specification #6 Best Practices

Generic Practices

* Height has an affect on what a user can see. This is called the field of 

view. Following the best practices for Performance Specification #5 Access 

to Terminal – Reach dictates specific fields of view.

0.30 m

1.
30

 m

1.
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 m

1.
10

 m

0.45 m 0.60 m

Figure 35 Fields of view of person seated in wheelchair

* Where the terminal is mounted to the counter, the terminal should tilt at 

least 90 degrees (120 degrees preferable) from a starting position that has 

the face of the terminal parallel to the surface of the counter. This allows 

users to see the display, keypad and card slot regardless of their height 

and field of view. It also reduces glare on the screen.
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* Where the terminal is not mounted and is free to be moved and handled 

by the user, the requirement for the terminal to tilt is not required as the 

user can hold the terminal in their hand and adjust the terminal to see the 

display, keypad and card slot. Where the terminal is tethered by a cable to 

the counter refer to the Best Practices for Performance Specification #5 to 

determine the cable length.

* All terminals should be able to be used mounted and unmounted. Users 

with use of one hand or users with limited strength and limited use of their 

hands require that the terminal be mounted to hold the terminal still while 

entering input or inserting their card. Users in wheelchairs with weak arm 

strength and limited use of their hands may require the ability to use the 

terminal in their lap. This also provides privacy for these users as their 

body hides what they are entering.



Page 64

* Physical lettering on labels and display screen text shall:

o Use a san serif font 

o Be a minimum of 4.8 mm in height 

o Bold style - Have a stroke width to height ratio of 0.1 to 02. 

o Width less than height of letter - Have a width to height ratio of less than 

1.0 

o Good spacing between letters - Letter spacing of 0.1 to 0.2 times the 

character height 

o Good spacing between words - Interword spacing of approximately 1.25 

to 1.40 times the width of the lower case letter “o” 

o Good spacing between lines - Interline spacing 1.40 time the height of 

the lower case “o” 

o Text shall be mixed upper and lower case

o Periods and decimals shall be approximately 0.3 times the height of the 

letter “o”.

o Commas shall be approximately 0.35 time the height of the letter “o”

o The color of the letter to the color of the background shall provide a 

minimum color contrast ratio of 3 to 1. 
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* Do not rely on color alone to convey information 

o users with red-green or blue-yellow color blindness may not perceive the 

information

o Users with vision impairments will not perceive the information

* The system should provide multiple methods of conveying all instructions, 

labels and status information – through visual, audio and tactile methods

o Visual instructions and text feedback should also have an audio (spoken 

text) equivalent

o Changes in status should be represented by a visual as well as an audio 

(tone) equivalent

* Do not cause the display or any other visual indicators to flash at a 

frequency more than 2 Hertz. This is to prevent seizures in individuals with 

photosensitivity. 67

* Use consistent terminology throughout. Limit the use of abbreviations in 

labelling, text and spoken language output.

* Ensure that feedback is provided for all relevant events including all user 

inputs, system status changes, user or system errors, and other events 

that are relevant to the user’s interaction with the machine. Feedback for 

different events should be distinct from one another and appropriate to the 

events represented.

Physical Labelling

* Physical labels will follow the guidelines under Generic Practices in 

regards to lettering style, height, contrast and glare.

* Physical labels should have a tactile as well as visual implementation
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o Any tactile labels or guides should be 0.7 mm above the surface of the 

key or front surface of the terminal 68 or 0.7 mm below the surface of the 

key or front surface of the terminal

* Where it is appropriate to use Braille, Braille should be positioned below 

the corresponding text. If the text is on multiple lines the Braille shall 

be placed below the entire text. 69 Braille is only used by some users 

with vision impairments. Not everyone will understand Braille. Where 

appropriate and obvious tactile icons are provided Braille is not needed.

* Where color is used as one method of conveying information the 

following guidelines will apply:

* Red indicates error or malfunction conditions.

* Yellow indicates delays or situations where rechecking is necessary.

* Green indicates satisfactory conditions, or that it is OK to proceed with an 

operation or transaction. 

* Ensure that control buttons are different in color from the control panel 

surface to provide greater visibility through contrast. Provide a minimum 

color contrast ratio of 3 to 1. 

* Place labels in proximity to the components that they are labelling.

* Limit the use of icon as they can be ambiguous and not recognized by all 

users. 

* Use the following labelling for the common command keys:

o The color coding for the keys should be:

Colour Key Meaning
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* When the command keys are vertically arrange the “CANCEL” key should 

be the upper most key and the “ENTER” key the lowest. 

* When the command keys are horizontally arranged the “CANCEL” key 

should be located the furthest to the left and the “ENTER” key the furthest 

to the right. 

* The command keys should have different shapes and be marked with 

symbols and labels to make them unique and easy to recognize.

* The labelling on control keys shall be as large as the area of the key 

permits using a broad stroke as specified in the section on Generic 

Practices ( eg … bold text) 

Figure 42 Layout of function keys in horizontal orientation

Labels on the key should be at least
4 mm high. Have a san serif style and
have a good color contrast.
White letter on a black background 
for example.

The height of the keys
should be at least 2 mm
above the surface of the
terminal. 

All keys should be
perceived by touch.

The edges of the keys
should be at least 2.5
mm apart.

Function keys should
be clearly separated
from the numeric keys.
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Figure 43 Layout of function keys in vertical orientation

Labels on the key should be at least 4 mm high. 
Have a san serif style and have a good color contrast. 
White letter on a black background for example.

The height of the keys should
be at least 2 mm above the
surface of the terminal.
All keys should be perceived
by touch.

The edges of the keys
should be at least 2.5 mm apart.

Function keys should
be clearly separated
from the numeric keys.
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Displays

* Information shown on displays will follow the guidelines under Generic 

Practices in regards to lettering style, height, contrast and glare.

* Reduce the complexity of the user interface screens where possible. 

Breaking the process into smaller and shorter chunks and limiting the 

amount of information presented at the same time are common methods.

* Use simple language in instructions.

o Use the simplest language that conveys the required information. A 

grade 6 level of reading or less is preferable. 

o Use familiar words, and use short sentences and paragraphs.

o Use the imperative form of verbs (e.g., “Insert coins into the coin slot” 

instead of “Coins should be inserted into the coin slot”).

o Break instructions into short, clear steps that users can read and execute 

before proceeding to the next step. 

o Present the steps in the order in which they must be performed 

o Goals or conditions for action should be presented before the action, 

especially if the instructions are presented via spoken text. For example, 

use the form “To select the 3 PM showing, press 1” rather than “Press 1 to 

select the 3 PM showing

o Do not assume the user has prior experience with point of sale systems. 

Fully explain all instructions in the display text and the spoken text. The 

system directing the user to “Press the OK button.” if there is no explicitly 

labelled OK button can cause confusion as it assumes prior experience 

with other systems where the tactile “O” symbol corresponds to the OK 

button.
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Audio Output

* If the terminal uses sounds to convey specific meanings use unique 

sounds for each specific event.

* Ensure that all information on the display screen is coordinated with 

the audio output. The screen should not show different text from what is 

actually said. It can confuse users with cognitive impairments.

* Use spoken messages to convey information that indicates more than 

a change in status of a condition. When detailed information needs to be 

conveyed via sound, use spoken messages to explicitly and clearly convey 

the information 81

* Where audio output in the form of spoken messages are provided, the 

audio signal shall be provided at a standard signal level through a speaker 

and through an industry standard connector that will allow for private 

listening.

o provide a headset jack

* use an industry standard connectors of 3.5 mm used in headset jacks 

common in portable stereos. 82

* disable the speaker when the headset is plugged in

* Locate the headphone jack prominently on the front of the device

* be compatible with both stereophonic and monophonic headphones 83

* Ensure that the headphone jack can be identified by touch using Braille 

or a symbol. Also use a concave funnel shaped entry surrounding the jack 

to help guide the plug into the jack.

* Ensure that the headphone jack is easily recognized by using a high 

contrast color labelling of a least 3 to 1.
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* Do not cover the headphone jack.

* Avoid placing the jack too close to other controls, or in an area where 

access is obstructed.

* Consider the way the machine will be used by the user for all 

transactions, and position the

headphone jack so that the headphone cord does not interfere with the 

use of the terminal. 84

o Allow the user to increase and decrease the volume.

o Provide a control that allows the user to request that spoken messages 

be repeated.

o Ensure that the device’s speakers are capable of reproducing spoken 

messages legibly without distortion through the full range of output 

volumes.

o Ensure that information conveyed by voice is accompanied by a 

redundant visual presentation...

o Where voice output is delivered in a public area, incremental volume 

control shall be provided with output amplification up to a level of at least 

120 decibels 85(level of normal speech 40 to 60 decibels). 86

o Where the ambient noise level is above 45 decibels, a volume gain of at 

least 20 decibels above the ambient noise shall be available for the user to 

select. 87

o After every use the terminal will reset the volume to the default level set 

at the middle of the adjustment range. 88

o Spoken messages should be in the lower frequency range of human 

hearing (male voice) as some users may have lost the high frequency 
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range of their hearing.

o Do not repeat customer sensitive information such as personal 

identification numbers (PINs) through speakers.

Timing Based Issues

* Where there are events that time out after a certain period of time the 

system shall:

* Alert users when a time-out occurs.

* Allow them to request more time or cancel the task.

* The user should be given sufficient time to respond to the alert before it 

expires. Sufficient time is defined as approximately 10 times the amount of 

time it would take an average user to respond. 

* Where notifications or information is repeated a pause of at least 3 

seconds should be provided.

* Use consistent controls throughout the user interface or provide short, 

explicit spoken instructions and written instructions so the user can 

navigate the system easily and without confusion. Press the OK key in the 

lower right hand corner of the keypad” is preferable to “Press the OK key” 

as users with vision impairments may not be able to read the label on the 

key.
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Insert Card

Performance Specification #7

All users will be able to locate the slot to insert the card and insert their 

card in the proper orientation regardless of their level of strength, dexterity, 

vision, hearing and cognitive ability.

Performance Specification #7 Best Practices

* Design the card slot so that it guides the card into the slot. A slot design 

with an opening that tapers into the insertion slot or a design that provides 

a clear area for the user to rest the card before sliding or inserting it 

reduces the amount of fine motor control required to use the card reader. 

Figure 44 Transaction time out issue
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* Ensure that the card reader is easy to distinguish from the rest of the 

machine. The card reader should be prominently located on the machine, 

so that a user can find it quickly.

* It should also be tactilely identifiable as a card reader through

o a symbol that can be easily seen, felt and understood

o identifies the orientation of the card for insertion into the reader

* The visual appearance of the card reader should also contrast with the 

machine, to assist users with low vision to locate it. A color contrast ratio of 

at least 3 to 1 is recommended.

* The card reader should have an indicator light at the slot to identify it. 

* Provide tactile labels that can be identified by touch. The card reader 

should be clearly labelled with a Braille label, raised text, or other tactile 

markings.

* Describe the location of the card reader to the user both in visual and 

audio means (spoken message - “Insert your card at the bottom of the 

terminal.”) . Provide both on-screen text and/or graphics and spoken output 

indicating the location of the card reader to the user. Make use of obvious 

landmarks on the machine to establish the location.

* Use an indicator light to draw attention to the card reader

* Provide clear indications on the terminal of the proper way to insert or 

swipe the card.

* Provide a clear graphic on the card reader illustrating the proper card 

orientation. 
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Figure 49 Graphic showing proper orientation of card

* Provide redundant, non-visual spoken instructions describing the proper 

card orientation 93

* Provide support for contactless card reading. Contactless cards (which 

use barcodes or RFID technology to store data) eliminates the need for the 

user to determine the proper card orientation. 94 Note that that contactless 

cards can not be the only method of verification as there are concerns 

among consumers about the lack of privacy and security of the technology. 

Similar concerns exist among people with disabilities, so not all consumers 

with disabilities are willing to use this method of verification.

* Verify that objects that need to be inserted and that are not self-orienting 



Page 76

have tactile indicators that show the proper way to insert them.

* Verify that there is good color contrast between the insertion slot and the 

rest of the device. A color contrast ratio of at least 3 to 1 is recommended. 

Provide Input To the System – Use 
the Keyboard and Other Controls

Performance Specification #8

The user shall be able to locate and perceive the controls and operate the 

controls of the system regardless of their level of strength, dexterity, vision, 

hearing and cognitive ability.

Performance Specification #8 Best Practices

* Controls should be operable with one hand 

* Simultaneous actions can not be required to activate a function. Holding 

the terminal while inserting the card can be difficult for users with poor 

dexterity for example.

* The terminal design shall not include features that can only be used by 

either the right-handed or left-handed user.

* Avoid using privacy guards as they are designed usually for the left or the 

right hand and get in the way of people who have low dexterity and have to 

use the side of their hands or their knuckles to operate the input system.

* Where privacy guards are used the privacy guard should fold or slide out 

of the way so that it does not prevent the user from accessing the input 
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system such as the keypad. Users with limited dexterity that use the side 

of their hands have difficulty with privacy guards that surround the keypad 

as they can not reach the keys.

* The user should be able to operate the controls without having to do:

* tight grasping,

* pinching

* twisting of the wrist. 

* The controls shall be identified through touch without activating the them.

* The edge of individual keys should be separated by 2.5mm.

* The face of the keys should be a minimum 2 mm above the surface of 

the terminals. 101 The tops of the key should be above the surface of the 

terminal to make it easier for users with low dexterity to activate them 

easily with the side of their hand or knuckles.

* Any tactile labels or guides should be 0.7 mm above the surface of the 

key.

* Function keys should be clearly separated from the numeric keys. A 

space of at least 3.5 mm. between the edge of the keys is recommended.

* The keypad shall be telephone-style with the number 1 at the top left and 

the number 5 at the centre.

* In addition to the requirement for a telephone style keypad layout there 

should be a single raised dot on the number 5 key that is 0.7 mm +/- 1 mm 

high, has a 1.5 mm base diameter and located in the centre of the button to 

help the keypad be discernable for those low vision or those who are blind.

* When the command keys are horizontally arranged, ‘cancel’ should be 

located the furthest left, ‘enter’ the furthest right.
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Figure 51 Minimum Button Dimensions and Spacing - Telephone keypad 

layout with function keys

* The keys shall be concave or non-slip. 105 This allows users to activate 

the controls easily without slipping off using their finger, side of their hand 

or knuckle.

* The force required to activate control keys shall be between 1 Newton 

and 8 Newtons: 

* Buttons should require a sufficient activation force to reduce the number 

of accidental activations

* The activation of a control will be indicated by a gradual increase in the 

force, followed by a sharp decrease in the force required to actuate the key, 

and a subsequent increase in force beyond this point for cushioning 108

Labels on the key should be at least
4 mm high. Have a san serif style and
have a good color contrast.
White letter on a black background 
for example.

The height of the keys
should be at least 2 mm
above the surface of the
terminal. 

All keys should be
perceived by touch.

The edges of the keys
should be at least 2.5
mm apart.

Function keys should
be clearly separated
from the numeric keys.
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* The full travel of a control will be between 2 mm to 4 mm (preferred), 1.5 

mm to 6 mm (permitted)

* The button size should b e22 mm or more 1

* The size and shape of the button should be chosen to maximize the 

contact area.

* Every key press shall be acknowledged visually, audibly and by tactile 

registration

* The keys shall have a surface that minimizes glare.

o This can be also aided by allowing the terminal to be tilted.

* The terminal shall be adjustable from an angle of at least zero degree to 

90 degrees (120 degrees preferred) relative to the counter surface, if the 

terminal is mounted to the counter, so that the controls can be seen and 

accessed by the user regardless of the height of the user and their field of 

view.

* The labelling on all keys will be according to the best practices for 

performance specification #6.

* The command keys shall:

o be located at the below or to the right of the numeric keypad

o be located at least 3.2 mm from the edge of the numeric keypad in order 

to distinguish the command keys from the numeric keys

o Arrange in the following order from left to right, if arranged in a horizontal 

position:

* Cancel

* Correction
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* OK/Enter

Or top to bottom if arrange in the vertical direction

* Cancel

* Correction

* OK/Enter

o Control keys should be labelled as follows

* Cancel – raised X

* Correction – raised arrow <

* OK/Enter – raised O

o All control keys shall also have a written label in a san serif style in a 

letter that is a big as possible for each of the keys

* Cancel

* Correction

* OK/Enter

o The function keys shall be color code das follows:

* Cancel – red

* Correction – yellow

* OK/Enter - green
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* When a touch screen or contact-sensitive controls are used, an 

alternative input method that complies with the above criteria that covers 

physical controls (buttons) shall also be provided.

Retrieve Card

Performance Specification #9

The user should be able to know when the card is ready to be retrieved, 

where the card is to be retrieved from and be able to retrieve the card 

without requiring any additional assistive technology regardless of the level 

of strength, dexterity, vision or hearing.

Performance Specification #9 Best Practices

* The card should protrude 2 cm beyond the face of the card slot so that it 

can be easily grasped and pulled out. Many people with limited dexterity 

such as those with arthritis have difficulty gripping and pulling the card 

from the reader.

Labels on the key should be at least 4 mm high. 
Have a san serif style and have a good color contrast. 
White letter on a black background for example.

The height of the keys should
be at least 2 mm above the
surface of the terminal.
All keys should be perceived
by touch.

The edges of the keys
should be at least 2.5 mm apart.

Function keys should
be clearly separated
from the numeric keys.
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* The force necessary for the user to retrieve the card from the terminal 

should not be any greater than that needed to stop the card from falling out 

of the reader.

o The force will not be more than 22 Newtons.

Figure 53 Card Extension beyond face of card slot

* the terminal should indicate through visual and audio means that the 

card is ready to be retrieved

* Repeat prompts if outputs are not retrieved in a timely manner

* Audio prompts will follow the best practices outlined in the Best Practices 

for Performance Specification #6.

Retrieve Receipt

Performance Specification #10

The user should be able to know when the receipt is ready to be retrieved, 

where the receipt is to be retrieved from and be able to retrieve it without 

requiring any additional assistive technology regardless of the level of their 

2 cm
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strength, dexterity, vision , hearing or cognitive ability.

Performance Specification #10 Best Practices

Figure 54 Self Service Terminal with many output dispensers for receipts 

and cash located in different positions on the machine.

* Receipt retrieval points should be clearly indicated and within the reach 

of all potential users. See the Best Practices for Performance Specification 

#5 - Reach

* Dispense all outputs into a single area if possible so that users do not 

have to search for it.

* Group all output dispensers into a single area on the machine 

* Make sure that the output area is easy to distinguish from the rest of the 

machine using visual and tactile labelling. 

* Provide tactile labels.

* Describe the location of the output area to the user through visual and 

spoken messages.

Not Designed for Accessibility
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* Provide sufficient notifications when outputs are present in the output 

area.

* Repeat prompts if outputs are not retrieved in a timely manner.

* Ensure that outputs are clearly visible within the output area.

* Receipts and other documents issued by the terminal that needs to be 

retrieved by the user should protrude at least 3 cm beyond the face of the 

dispensing slot if the users is intended to retrieve the output document. 

* The force necessary to remove the receipt is to be between 1 and 22 N.

* When paper outputs such as cash or receipts are dropped into an output 

tray, an open cut out in the tray will be provided that allows users to grasp 

the items from above and below for removal. 

* Ensure that the design of the output area does not interfere with removal 

of the outputs.

o Avoid covering the output area with a door that users must hold open 

while retrieving outputs.

o When coins, tokens, or other non-paper items are dispensed, design the 

output area to allow users to easily scoop the items out of the output area, 

without interference from a lip or other obstructions in the output area.

Perceive Output on Receipt

Performance Specification #11

The user should be able to perceive the information on the receipt 

regardless of their level of vision, hearing or cognitive ability.
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Performance Specification #11 Best Practices

* Receipts should be provided in hardcopy print format and electronic 

format such as email. The user can choose which format they want the 

receipt in.

o For hardcopy printed receipts:

* the minimum font type size should be 12 point with critical information in 

14 point 

* The font type shall be in sans serif typeface with upper and lower case 

text. 16 point font is preferable.

* The color contrast ratio of the letters to the background should be 3:1 

(measure on a color contrast checker) 123 A common complaint is the 

print quality of the receipts is not good so consistent printer quality is 

important.

* Use the simplest and plain language possible on all receipts.

Signatures and PINs - Verification

Performance Specification #12

The user should be able to enter the verification information required of the 

terminal (signature, PIN or biometric information) regardless of their level 

of strength, dexterity, vision, hearing or cognitive ability.

Performance Specification #12 Best Practices

* verification methods should not rely on the user having a single specific 

ability or physical characteristic
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* People have difficulty remembering Personal Identification numbers(PIN). 

This is not a disability specific issue.

* Provide an alternative verification method such as biometric identification 

methods like finger print identification. 

* Some contact-less payment systems require no physical verification.

* Signature verification though less common is still used .

o Notify users when input is required in the signature area. The terminal 

should prompt the user (both visually and through spoken messages) 

when it is necessary to provide input in the signature area. 

o Integrate the signature area into the primary user interface. A design 

where the user can complete the entire transaction through a single user 

interface is preferable to one where the user must switch to a different user 

interface for part of the transaction. A signature area integrated into the 

display as opposed to be being on a separate terminal for example would 

meet this guideline.

o Describe the location of the signature area to the user both visually and 

through spoken messages. Provide both on-screen text and/or graphics 

and spoken messages indicating the location of the signature area to the 

user, making use of obvious landmarks on the machine to indicate the 

location of the signature area. 

o Ensure that the signature area can be identified from the surrounding 

area through touch. Consider providing a raised border around the 

signature area, and ensure that the surface of the signature area screen 

can be identified from the rest of the machine through touch.

o Place the signature area immediately next to the card reader. Because it 

is common for users to swipe their card and then

provide a signature, place the signature area in close to the card reader 
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so that users can easily switch from the card reader to the signature area 

without having to reorient themselves. 

o Provide a boundary around the allowable area for signatures that can be 

identified by touch. If allowing users to sign anywhere on the screen is not 

feasible, then indicate the allowable area with a tactilely discernible line 

raised from or etched into the display

o The machine should accept signatures in any orientation, even if they 

are not accurately aligned. 

o Indicate the line for the signature with a line that is raised from or 

etched into the display, or indicate the ends of the line with a pair of tactile 

markings. The tactile marks should be prominent enough to be identified 

by touch, but should not interfere with the use of the pen. 

o Provide a clear area around the signature area for users to brace their 

hands. 

Other Considerations

This document does not deal with the scale, bagging areas of point of sale 

terminals, bill acceptors and coin acceptors.

How to Use This Guide

The guide above outlines very specific best practices that can be applied 

to making point of sale terminals accessible or testing the accessibility 

of point of sale terminals. Each of the best practices are designed to be 

testable. Testable criteria make it easy to determine whether a particular 

point of sale terminal is accessible based on the current best practices. 

Most organizations trying to procure accessible point of sale terminals and 

integrate them into their retail environment will find it easier to use the best 
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practices outlined above to develop their procurement and deployment 

strategies. When it comes to evaluating newer technologies or new 

accessibility features not covered in the best practices, the performance 

specifications along with the personas can be used to easily develop 

new acceptance criteria. In it simplest form, an accessible procurement 

checklist should be able to answer the question: “Can each of the 12 

individuals described in the personas easily perform each of the 9 distinct 

steps required to complete each of the transactions to be performed on a 

point of sale terminal”? The 9 steps discussed above are:

* Locate + Approach Terminal

* Orientate the User to Terminal

* Access Terminal - Reach

* Perceive Output from Terminal

* Insert Card

* Provide Input to the Terminal

* Retrieve Card

* Retrieve Receipt (applies to self serve terminals)

* Perceive Output on Receipt

The abilities of each of the individuals described in the personas will not 

change over time nor will they change despite changes in technology. 

Only the primary abilities used to perceive and interact with technology 

may change depending on the user interfaces provided. The number and 

quality of each of their abilities does not change. Using speech recognition 

in place of keyboard input, for example, does not inherently change the 

abilities of a person with severe vision impairment it only changes the 

ability they use to provide input to the terminal.
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As described in the guide above some of the 9 step can be skipped 

depending on the design of the point of sale terminal and the nature of the 

transaction. Contact-less payments transactions do not require that the 

user insert or remove their card for example.

Keep mind that currently no terminal currently uses contact-less payment 

as their only form a payment though so it is important to evaluate all 

combination of methods for completing transactions when determining 

their level of accessibility.

To make the process easier, below is a checklist containing an abbreviated 

list of accessibility criteria to check for when evaluating a new terminals 

for purchase or evaluating a new design using existing technology 

approaches. Details of each criteria is discussed in more detail above in 

the best practices sections. The checklist is a rules based approach to 

getting started. The list tries to provide a broad framework for evaluating 

point of sale terminals for accessibility, but it will not cover every situation 

and newer technologies. To deal with situations that are not covered 

explicitly, the performance specifications combined with the personas 

should allow organizations to easily develop their own testable criteria.

Checklist

Key Principles

* Can all potential users perceive, understand, navigate and interact with 

all the features of the system?

* Is the user required to bring assistive technology to use the system?

Locate + Approach Terminal

* Location signs easy to read?

* Size of letters?
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* Contrast?

* Tactile equivalent?

* Adequate lighting levels and placement of lights?

* Barrier free lining up arrangements?

* Clear path for wheelchairs?

* Level surface?

* Location system for blind users?

Orientate User to Terminal

* Adequate clearance in front of terminal?

* Terminal rotates?

* Easily identifiable terminal location on counter?

Access Terminal - Reach

* Controls reachable from a wheelchair and for shorter users?

* Terminal mounted and on a tether?

* Terminal tilts?

Perceive Output from Terminal

Key Overall Characteristics

* Do any labels or outputs of the terminal rely on a single sense to 

perceive it – sight, color perception, touch, and hearing?

* Do any of the labels or output of the display require that the user be a 

specific height and have a specific field of view to perceive it?

Labels

* Labels positioned to be easy to read?

* Legible labels – san serif, upper and lower case, good contrast, 

appropriate size and spacing?



Page 91

* Tactile equivalents?

* No reliance solely on color to convey meaning

Display and Instructions

* Matched up visual and audio instructions and feedback?

* Plain background for text information

* Good contrast between text and background?

* Consistent terminology?

* Numbered instructions?

* Simple vocabulary – grade 6 or less?

* Short and clear instructions?

* Can the screen be adjusted to eliminate glare or be made glare free – 

terminal tilts or is on tether?

* No noticeable flicker on the screen?

* Audio jack socket?

* Audible feedback of key input?

* Volume controls provided - output can be heard above the background 

noise?

Insert Card

* No tight grasping, pinching or twisting of the wrist required?

* Funnelled card entry slot?

* Is the card slot clearly labelled?

* Easy way to determine card orientation?

* Contactless card system as an option?

Provide Input to the Terminal

* Operable with one hand?

* Input operable using a knuckle or side of hand?

* Low activation force (1 to 8 Newtons)?

* Button size 22 mm or larger?
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* Well spaced keys?

* Discernable space around buttons for easy identification?

* Raised keys?

* Telephone layout for numeric keys?

* Raised dot on number 5?

* Clear visual markings on keys?

* High contrast labelling?

* Tactile feedback on keys?

* Generous time allowed for key input?

* Minimal latency?

* Adjustable privacy guards?

* Consistent layout of function keys or explicit audio and visual instructions 

of location of keys to press?

* Multiple verification methods?

* Keyboard equivalent for any touch screen interface inputs?

Retrieve Card

* Ease of use for someone with poor manual dexterity?

* Card protrudes enough for easy grasping (2 cm)?

* Force necessary to remove the card no more than necessary to hold the 

card in place?

Retrieve Receipt (applies to self serve terminals)

* Clear marked location to retrieve receipt – visual, tactile and audio?

* Proper notifications when receipt available?

* All paper outputs grouped together?

* Only enough appropriate force to hold receipt in place?

* Unobstructed receipt dispenser?

Perceive Output on Receipt

* Clear and distinct printing on paper receipt – san serif, good contrast and 

size?
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* Electronic format available?

* Simple and clear language?


