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The Covid-19 pandemic has given rise to many heroes. Those caring for the sick and stocking up our
supermarkets have been operating in plain sight and celebrated widely. With this study, we shine some
light on a group that has been more hidden, but nevertheless has also had to be especially resilient.
Disabled and older people had to be great problem-solvers to cope with everyday life whilst all around
them the government’s Covid-19 response disproportionally affected them.

The Covid-19 pandemic has also highlighted many aspects of our pre-Covid lives and the ways in which
society discriminates against disabled people. It is an amplifier of a city and a society in which disability
is already hidden. Changes to our ‘normal has temporarily made disability more visible in all it's
invisibility.

These stories illustrate how re-thinking our new normal can be an opportunity to realise a more

inclusive society in which people with disabilities are part of conversations as they happen and not
after the fact.



Social rules and
behaviour

Disabled people are disproportionally affected by the emergency measures made by the government
during the Covid-19 pandemic. Shopping, walking, and meeting friends have all changed the social
fabric of everyday lives. While occasionally it has made some aspects of life more accessible, our

research uncovers that disabled people are faced with having to make greater personal sacrifices.

Click here to listen to and read all the Social rules and behaviour ‘postcards’ online


https://www.ridc.org.uk/content/research-and-consultancy/our-insights/covid-19-stories/social-rules-and-behaviour




How might we enable supermarkets to improve their
infrastructure for people with disabilities based on
lessons from the Covid-19 pandemic?




soronavirus




What might help transport companies to develop and
communicate guidance effectively so people in wheelchair
spaces feel safe when people are urged to social distancing?







How might councils and construction companies be enabled
to consider the needs of wheelchair users in their local area
when planning for and carrying out roadworks?




Lifeline

I work for an organisation that supports people with sight
loss, and the number of calls to our telephone line and
emails to our mailbox has increased significantly. We find
that individuals or organisations seeking to help often
cannot get in contact with the Council’'s Sensory Services.
Many of our callers don’t have computers to use Zoom or
Teams and many people feel lonely and feel isolated. We
have been able to provide another outlet and lifeline for
them to talk to someone who has experienced some of the
same issues in coping with their loss of sight.




How might councils and community organisations be
enabled to quickly increase peer-support for people with
disabhilities during times of crisis without excluding those
without internet access?




dictability
o n Unpre 1ctabilit
." e’ ’..”...‘.‘.,.'. 2 ’ T e——
e Y - - o . ;
R o e Settutnd

et LI 1T I T rr T ' Q,....
- '--..-J.clf'v":;['z,"t_‘;"-f’?Eﬁga'”‘,“‘ C '? .

. ’ ,’ g .‘

¢ e

it i
<

; :' T"‘H’ 20

Before I used to not really want to go outside anyway, but I
had to go outside so [ would. And even that was scary
using public transport to get places. I knew that I would
always have staff around me. [ knew the rules to follow.
And I could follow them. And now that has all changed. I
didn't know what rules to follow, when to follow them how
to follow them. And they were changing them enough
every day, it seemed. Like, I don't know what you're
supposed to do on buses now. How is that supposed to
work? When I got on the bus, people still seem to be sitting
next to each other. So knowing when to follow the rules or
when not following the rules is a big issue. It made the
world very scary to go out. Unpredictability was
everywhere, which meant I was too scared to leave the
home.
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How might we enable government and private sector
organisations to communicate changes in social rules so that
people with Autism are able to ‘find the flex' ?







How might we foster ‘serendipity’ in local communities
and create online and offline intersections for people to
meet and interact spontaneously during times of crisis?
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Pole

Because I've always gone into the shop wearing a mask
shop assistants have led me around the store pretty much
as normal. But with members of the public, it's more a
mixed picture. In theory, they reintroduced sighted
guiding on the tube now, so that if you're wearing a mask,
then you can grab someone's arm, and there should be no
problem. But sometimes, I get into little arguments. Some
people offered non-verbal guiding and then other times
people have even tried to improvise and brought a two-
metre-long pole out and got me to hold one and then
they've held another.



How might we enable non-disabled members of the public
access and navigate changes in guidance on how to assist
people with disabilities (such as visual impairments)?







How can we enable stores to enable those with hidden
disabilities to skip a queue when they need it without feeling
guilty or being judged?




Digital inclusion

The experience of disabled people during the Covid-19 pandemic restrictions shows technology as a

powerful amplifier of vulnerability. The shift to a socially distanced society has created greater

isolation of disabled people with the blind and partially sighted being especially affected.

Click here to listen to and read all the Digital Inclusion ‘postcards’ online


https://www.ridc.org.uk/content/research-and-consultancy/our-insights/covid-19-stories/digital-inclusion




How do we help communities identify and offer support to
those among their communities who might feel lonely?
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What can we learn from the adjustments we all made
to maintain a quality of life during lockdowns to
improve quality of life for those for whom lockdowns
feel ‘'mormal’?







How do we meet people without basic means or
skills at their level to help them broaden digital
infrastructures?







How do we identify and prevent the atrophy of
essential offline infrastructure while ensuring that
free and accessible offline spaces remain so as key
aspects of our infrastructure migrate online?







How do we enable essential services like banks to have
plans in place to ensure accessibility isn't compromised
when changes are made to services?







How do we help people with cognitive disabilities and
memory loss protect themselves better against fraud and
scams as financial transactions are increasingly occurring
remotely and/or online?







How do we support the event industry to integrate lessons
on digital infrastructure more permanently when live
productions are possible again whilst also improving the
accessibility of venues?




Bottom of the list

National emergency measures amplify vulnerability. Disabled people are considered last as part of

fast-paced disaster control measures. Measures tend to place disabled people at greater risk whilst

making their disability more hidden.

Click here to listen to and read all the Bottom of the list ‘postcards’ online



https://www.ridc.org.uk/content/research-and-consultancy/our-insights/covid-19-stories/bottom-list

Isolating carers

A few months ago one of my carers decided not to
continue in the role because of the required
travelling on public transport through London. They
didn't want to put themselves at risk of contracting
the virus, a lot of my carers are getting sick, and if
not them getting sick, members of their households
are getting sick, meaning they have to self-isolate.
And especially as there's already a reduced number
of carers as it is, and it's the Christmas period -
people wanting time off and annual leave and that
kind of thing... It's proven to be really difficult now
to get care cover, and I'm not sure what I'm gonna
do. For the time being, my family can definitely help
for the Christmas holidays because everyone's off
work and school, but help is not kind of, you know,
working 12 hour shifts.




How do we enable essential service providers to rapidly
increase service provision in times of emergency?




Roaming concierge

In Westfield they used to have this thing called the
roaming concierge. You could go to the front desk,
and they would get someone to take you to the shop.
For a short visit they would wait with you or if it
was a longer visit, you rang the security people
again and they picked you up. Now, this service is
still not running. So when I got there, I basically had
to fend for myself. I knew the shop I needed was on
the right-hand side about halfway down. So I went
roughly the right kind of distance, but I had to ask
in three or four shops. I really hope this isn't an
excuse to remove the service. It was something that
they brought in at Westfield to do it in all the
country as far as I know. And I hope that they aren't
now going to use this as an excuse to get rid of it
forever.



How do we help chains and shopping centres to make
sure accessibility is considered when changes are made
to their services?







How do we make sure rules that keep all safe don't
come at the cost of the safety of some?







How do we enable services to keep the positive
aspects of workarounds that have emerged, whilst
also helping people who struggle with change to
reverse any alterations they made to their routines

that don't work for them?




Helping the helper

Peer to peer support networks reflect the important role of ‘communities of need’. These networks
are fragile and need constant support to maintain.

Click here to listen to and read all the Helping the helper ‘postcards’ online



https://www.ridc.org.uk/content/research-and-consultancy/our-insights/covid-19-stories/helping-helper




How do we help companies become both aware of -
and accountable - when inaccessible services result
in an increased burden on essential service
providers and increased risk for their customers?







What initiatives could help those with mobility
issues who feel isolated as a result of family
members living far away?
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How might we support people more vulnerable to
harsh weather conditions so they are not excluded
from socialising and access public spaces outside?







In the event of a future pandemic, knowing what we
know now, how could we ensure a safe degree of
distanced interaction between people to prevent

isolation?




Enabling curious
conversations

In order to develop sustainable solutions that work for everyone we need to be able to reflect and

map both challenges and new ideas. We took a first step in creating two canvases and a Miro-board

designed to reflect on the insights from stories and solutions from older and disabled customers. Did
you find them useful? Let us know at @RIDC_UK or email us at research@ridc.ok.uk


https://miro.com/app/board/o9J_l6CevEY=/
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How accessible were
our old practices? >

Obsolete activity Paused activity

Things we stopped doing Things we had to

that we realise we can do Stop Start pause and realise we

without need to restart
1. Populate the framework with old practices stopped and new practices started as a result of the pandemic (see RSA guidance) Tip: This framework is adapted by RIDC from
print me the RSA framework for future change

2. Reflect on the accessibility of these practices for some vs all by populating the cloud in the middle

3. Reflect on how and which accessible practices can be moved outside of the cloud and from the left to the right of the canvas on A3! www.thersa.org/approach/future-change-framework




Tip:
print me
on A3!
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That sounded great but, let's think that one through some more...

Use the questions in this deck to brainstorm about insights and ideas that could improve the accessibility for disabled customers
Reflect on the impact of these practices for disabled customers verses the cost or effort required to implement them

Reflect on practices in the cloud on the right. Could small actions be taken? Could those be placed in the cloud on the left? COSt/ Effort

Don'’t disregard practices in the bottom field right away: what was it about them that felt exciting?



