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Arbetsförmedlingen
The Swedish public 
employment service

An authority in change
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förändringsbehovet.
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• Individen vill och har rätt
• Vad är att
• Utbilda-hållbart
• Autonoma team
• Aktivitets hjulet
• Hur vet vi
• Vi testar med individen
• Alla BESLUT
• EU-direktiv och andra lagar
• Ledningen har samma mål
• Myndigheter samarbetar
• Nationellt och Internationellt
• Mål

förändringsbehovet.
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en organisation.

Uniform

Steering

Knowledge

Culture

Follow-up
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Steering
Regulation, direction, policy
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Målbild 2026

• The hub of a multi-player 
system

• An authority for all

• The modern and efficient 
authority

• A trusting, inclusive and 
developing workplace

• A coherent view and 
understanding of the role 
and mission of the 
Authority
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Strategy for customer
work

- Digital first

● Mission of the Authority
● Changes in the operating 

environment
● Customer insights

elisabeth.aguilera@arbetsformedlingen.se

Styrning



Development
principles
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Styrning



The principle of
development
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Styrning

Develop for accessibility and inclusion



Knowledge
Awareness, experience and education
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The Knowledge Ladder

Kunskap



It is not known that 
you don't know

It is known that 
you don't know

It is known that 
you know

It is not known that 
you know

Kunskap



It is not known that 
you don't know

It is known that 
you don't know

Kunskap



Awareness
• Storytelling
• Why
• Empathy
• Bringing closer in 

relationship
•

Kunskap



Lika men olika

Similar but 
different!
Situations and 
conditions may vary, 
but the needs are 
the same.
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Kunskap



ability, context or situation

Permanent

Temporary

Contextual

Motor skills

One arm 

Broken arm

Carrying 
child

Sight

Impaired vision

Glaucoma

Sun reflections 
on the screen

Hearing

Deaf

Otitis

Head-
phones

Speech

Mute

Laryngitis

Accent (after 
a dentist 

appointment)

Cognition

ADHD

Fautigue

Office 
environment

Elisabeth Aguilera & Netta Korhonen / Modifierad från Microsoft inclusive design toolkit
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personer med funktionsnedsättning
Kunskap





Statistics

Kunskap



~20%
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~36%
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Education

Kunskap



Workshop
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Immersion – mobile 
test lab
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https://cardsforhumanity.idean.com/
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To inspire-
Guest lectures
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Exchange of 
experience- Network 
meetings
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Collaborations
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Culture
Inspiration and work behaviors
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Culture
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Kultur



Accessibility
ambassadors
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Kultur



4 Guidelines

-Work behaviors

Kultur



Support 
structure

Checklists, support, 
Q&A sessions
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Kultur



Handbook

Extent

The aim is to contribute to the policy 
Equal rights in working life, to the 
strategy for customer work – digital first 
and to the strategic direction described in 
Goal image 2026 and in particular the 
focus area an authority accessible to all. 
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The manual has 
four tracks
1. How to develop 
2. How to make demands
3. How to create content 
4. How to behave
5.

elisabeth.aguilera@arbetsformedlingen.se

Kultur



Q&A & Ask the coach

Kultur



Checklists and 
support 
materials –

Work in 
progress

https://github.com/UKHomeOffice/posters/tree/master/accessibility/dos-donts/posters_se

Kultur



https://designsystem.arbetsforedlingen.se
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Kultur



Produktstyrning, tillgänglighet (share point)
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Follow-up
Usability Tests & Labs
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Simulator – Funkify
(red/ green 1 av 100 män och 1 av 300 kvinnor)
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Uppföljning



Originalet
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Examine the 
needs
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Uppföljning



Usability tests
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Visit the National Association of the 
Hearing Impaired
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Uppföljning



Test lab
(empathy lab)
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Uppföljning



Report lack of 
accessibility

- Give the opportunity 
for feedback!
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Uppföljning



Finally

2017 2023



3 tips
1. Current situation (24/7)
Outline your organization

2. Raise awareness
The Theory of Fun

3. Follow up
What is the trend going in



Questions?
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Thanks!
Elisabeth Aguilera

Chief Accessability Officer
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