
 

 

Blog – Changing lines and 

impacts of inclusion and 

exclusion 
By Christine Hemphill, Open Inclusion  

Our world has changed. Dramatically and fast. Most nations now have some level of 
restricted movement and activity. Many of us are now in full lockdown, leaving 
home only as absolutely necessary and allowed. None of us are immune from the 
impacts of these changes. This pandemic will influence us all. However, some 
people are, or will be, far more profoundly impacted than others. Both the lines and 
impacts of inclusion and exclusion have shifted dramatically. 

In addition to variable risks to our personal or household’s health, our ability to engage in 
and manage the changed service and social environment is also variably impacted. As a 
result, last month’s inclusion priorities may no longer be relevant to an organisation. We 
need to think, adjust and adapt our inclusion priorities and actions. 

In summary: 

• Our environments have changed very fast due to coronavirus and the resulting 
personal, social and governmental responses to it. 

• Inclusion and its’ inverse, exclusion has shifted as a result. The mismatch between 
environments and people’s individual characteristics and differences has changed. 
Some exclusion has reduced as a result of these rapid changes, other exclusion has 
increased in breadth and depth of impact. 

• The implications of exclusion have also changed. There is an increased risk of death 
from decisions made by businesses when considering how they protect customers and 
staff, particularly those at increased risk of severe consequences if they contract 
coronavirus. 

• This puts more responsibility on teams to make rapid, effective decisions. Brand 
impacts in a time of crisis and uncertainty are much deeper than normal. We are aware 
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of many businesses working very hard to realign their service capability to this, still 
changing situation. We hope to support this positive intent with a process that helps 
translate it to both business and social impact. 

• We have developed a 5-step framework to support organisations consider a rapidly 
changing inclusion landscape and implications of decisions that are being made at 
speed. This sadly doesn’t make any decision easier, but hopefully provides a robust, 
framework to test alternate decisions that has taken into consideration the 
requirements of people living with disabilities and those who have other access needs 
or specific challenges and risks in this environment. 

1. Determine critical areas for review: Simplify all areas of activity to core 
journeys that are relevent to customers in this period and key staff jobs to be 
done supporting these journeys to focus efforts on. 

2. Understand from people most impacted: engage a small, diverse group of 
customers or staff who are likely to be most impacted by business decisions to 
learn from their breadth of perspectives. Include people with lived experience of 
disability, those who are older and have caring responsibilities or are in critical 
roles like health services. Also engage those with lower emotional or financial 
resiliance to this environment. 

3. Set the priorities:  

1. Do no harm: understand where risks are, which specific groups are 
most at risk, rate and act on removing or reducing them according to 
potential impact breadth and severity. 

2. Improve the situation: understand where there are opportunities to 
improve the situation. Use resources available in the business or 
collaborate to create products or services that are needed. Learn from 
people with lived experiences of disability who have a wealth of 
innovative approaches to adapting to new restrictions and 
environmental constraints. Establish or empower current processes to 
let innovative ideas continually be captured and rapidly assessed and 
filtered from your team internally as well as any relevant external 
sources. 

4. Act to make changes: Once decisions are made, define leadership of the 
change, distribute the management, resource and empower each team. As this 
is such a fast-moving situation ensure there is space for additional adaption and 
improvement of solutions from the ideas being captured and assessed from 
within and outside the organisation as you go. 

5. Assess and adapt: Capture the impact of changes on customer and staff 
experiences and business outcomes. Review and adapt priorities and actions 
as needed. The situation is changing fast so keep insight fresh and relevant. 
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Figure 1: Inclusive system review and design process 

 

Yesterday’s inclusion priorities may not be relevant 
The environment we live in has changed dramatically in a very short period through the 
rules and requirements of the lockdown and people’s own actions to keep themselves 
safe. This change has happened so fast that most businesses and individuals have had 
little time to prepare for it. We are all now working out the implications and how to optimise 
within them, with new constraints in place. 

In terms of inclusion and it’s more important inverse, exclusion, these lines have shifted 
fast. Some prior sources of exclusion are much less relevant in this period. Others are 
significantly more important as barriers to our independence, safety, security, ability to 
contribute at work and more broadly across our communities. 

For example, step-free access into a closed store is less relevant or able to be changed for 
the immediate future than digital access and ability to book a delivery irrespective of 
assistive technology used or other digital access needs or preferences. Today’s exclusion 
is impacting the community and individuals in new ways that we need to understand, re-
prioritise and urgently address. 
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