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Yellow Heart is our commitment towards responsible business and forms 
part of Digi’s aspiration to connect customers to what matter’s most

We shall uphold the highest standards of operational integrity by
adhering to international standards of data privacy, ethics and integrity
across all business levels and continue to innovate our services and
products in the most responsible manner to make the Internet accessible
and safe for all.

10 FOCUS AREAS
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Inclusive Digital Touchpoints

Introduction
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About the Project |Yellow Heart Inclusive Digital Touchpoints

• Yellow Heart is Digi’s expression of our commitment towards responsible business and forms part 
of Digi’s aspiration to connect customers to what matters most. Digi supports all the UN SDGs but 
with a particular focus on SDG 10 (Reduced Inequalities), as this is where we believe we can 
deliver the most impact, by being a responsible business and aligning it to our vision to empower 
societies.

• Inclusive business is about making our business and products equally accessible to 
the underserved populations, connecting our customers to what matters most, including people 
with disability

• Inclusive Digital Touchpoints aims to improve Digi's customer facing touchpoints so people with 
disabilities can equally perceive, understand, navigate, and interact on our digital platforms. 
Inclusive design aims to provide the best user experience for as many people as possible by 
lowering barriers of accessibility.
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Project Scope |Improving the accessibility of MyDigi and Digi websites 

• The Internet is an increasingly important resource in many aspects of life: communication, 
education, employment, government, commerce, healthcare, entertainment, and more. It is 
essential that digital touchpoints are accessible in order to provide equal access and equal 
opportunity to people with diverse abilities.

• We believe that when websites and mobile apps are properly designed and coded, people with 
disabilities can use them and these accessibility benefits individuals, businesses, and society as a 
whole. 

• We plan to incorporate what is needed for accessibility as defined by international web standards 
into our main customer touchpoints, namely our mobile application (MyDigi) and Digi’s website. 
More specifically, our customers should be able to perceive, understand, navigate, and interact 
with our digital touchpoints.

App store  
download

Play store  
download

https://www.digi.com.my/

https://apps.apple.com/my/app/mydigi-app/id563496529
https://play.google.com/store/apps/details?id=com.digi.portal.mobdev.android&hl=en&gl=US
https://www.digi.com.my/
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Inclusive Digital Touchpoints

Understanding the Challenges



Sensitivity: Open

Context| Importance of Inclusivity in Malaysia and current statistics

• Access to information and communications technologies, is defined as a basic human right in 
the United Nations Convention on the Rights of Persons with Disabilities (UN CRPD).

• Accessibility also benefits people without disabilities, for example:
✓ Users of mobile phones, other devices with small screens, different input modes, etc.
✓ older people with changing abilities due to ageing
✓ people with “temporary disabilities” such as a broken arm or lost glasses
✓ people with “situational limitations” such as in bright sunlight or in a loud environment 

where they cannot listen to audio

* Source: National Eye Survey 1996, Malays J Med Sci. 2000 Jan; 7(1): 1–3.

• For the first phase of this project, we will 
focus on addressing the needs of the 
visually impaired community in Malaysia.

• This community is the 3rd largest category 
of PWDs in Malaysia.

https://www.un.org/development/desa/disabilities/convention-on-the-rights-of-persons-with-disabilities.html
https://www.ncbi.nlm.nih.gov/pmc/articles/PMC3406209/
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Context| Common challenges for the visually impaired community

• Prevalence of bilateral blindness - Visual acuity of 20/200 or worse in the both eyes in Malaysia 
stands at 1.2% (32.7 million) close to 400 000*. 

• As the population ages (Malaysians aged 60 years and above is estimated to be 1.4 million and is 
projected to increase to 3.3 million in the year 2020.*) and web-savvy users age, the visually 
impaired will become a larger portion of consumers on the internet.

• Leading causes of blindness and low vision -
primarily age-related eye diseases such as 
age-related macular degeneration, cataract, 
diabetic retinopathy, and glaucoma. 

• Signs and symptoms can include –
reduced visual acuity or visual field, contrast 
sensitivity, blurred vision, eye misalignment, 
poor judgment of depth, glare sensitivity, 
confusion when performing visual task.
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• Person with 20/20 vision

Context| Simulation- Visual 
impaired conditions

• Blurred vision – vision impairment

• Person with reading impairment (dyslexia)
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• Person with 20/20 vision

Context| Simulation- Visual 
impaired conditions

• Person with color vision deficiency (various)
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• Person with peripheral vision – loss of central vision

• Person with partial to full vision loss

• Person with 20/20 vision

Context| Simulation- Visual 
impaired conditions
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Context| Importance of accessibility during Covid-19 pandemic 

• Why is accessibility an inequality that has the be addressed now? 
✓ Barrier to internet access as it is considered an essential especially during this COVID-19 

pandemic where inequality gap is widening due to the effects of the pandemic.
✓ We now rely on digital technology and connectivity more than ever to virtually conduct 

essential functions under lockdowns.
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Interviews|with Stakeholders Social Enterprises/NGOs

Make it Right Movement (BAC)
18 Aug, VSQ @PJ City Centre

Dialogue in The Dark
24 Aug, The Weld

In August 2020, we kick off this project with on-site consultations with our stakeholders (MIRM and 
DID) for inputs and feedback on the accessibility features and challenges on our platforms.
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Visually Impaired|Usage of Smart devices

• A screen reader is an assistive technology, primarily used by people with vision impairments. It 
converts text, buttons, images and other screen elements into speech. For smart devices, the user 
just have to touch the screen to hear what’s under your finger, then use gestures to navigate and 
interact with every built-in app.

Assistive Tech: VoiceOver on IOS Assistive Tech: TalkBack on Android

https://youtu.be/bCHpdjvxBws
https://www.youtube.com/watch?v=0Zpzl4EKCco
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Interviews| Stakeholder feedback on Digital Platforms Accessibility

“It’s funny that most people in Malaysia have the 
perception that people who are blind and visually 
challenged are not able to make decisions on their 
own – for example, the blind do not bother about 
colors when purchasing a smartphone. It is not the 
supplier’s choice to take away this right because 
these individuals deserve the freedom of choice.” 
(Brian, 54, restricted movement)

“Texts are too small. The zoom-in function is 
not available on most websites or mobile apps.”
(Suhan, 32, 90% blind/retinitis pigmentosa)

“Websites are not integrated to support screen reader 
software. Links not clickable or functional. Images not 
adequately described by the screen reader; descriptive 
graphics are preferable. Parts of the texts are highlighted, 
and these features are also not captured fully by the screen 
readers. Icons not big enough, no enlarge options on most 
digital platforms and many sites lack audio description 
function, making most videos inaccessible to the blind and 
visually challenged.” (Amanda, 26, completely blind with 

congenital glaucoma )

“It will make things easier for us PWDs, as there is no need to 
depend on others to do essential things for us, such as pay bills 
and getting a new mobile phone. This allows us to have the 
freedom of choice.” (Amanda)

“Accessibility should be made a primary issue. It 
doesn’t matter if there are only 5 persons with 
disabilities or 5000 people, essentially all platforms 
should be made inclusive.” (Brian, 54, restricted movement)
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Interviews| Stakeholder feedback on Digital Platforms Accessibility

“First, they have some button, which is not 
label, so the app will say and label button.
Number two, sometime when I would like to 
buy an internet plan, when I double tap to the
plan, there will not go through the screen 
never pop up.” (Shafiri, Dialogue in the Dark )

"On the website payment page, whereby when we 
make a payment to pay our bills on the credit card
page that need to fill in your card number, expiry 
date CCV. On the expiry date, we are unable to press 
anything. Even it got even tell us is a combo
box we pressed down also a one have we won no what 
is the only the site using their eye
will see the text but for our screen reader is unable to 
announce what is on the edit box or combo box in the 
expanded dead part." ( Steven Looi, Dialogue in the Dark)

“When attempting to enter the bill amount, 
my screen reader could not open the edit box.
Even when I have tried double tapping on it 
countless times.” (Chee Chun, Dialogue in the Dark)
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Inclusive Digital Touchpoints

Mitigation for Websites
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Mitigation| Commitment by Digi to improve website accessibility

1. Simple, clear and concise 
language & clearly 
understood content

2. Limited word count and 
organized content for easy 
navigation

3. Selection of readable fonts 
that supports inclusive 
designing 

4. Clear audio and accurate 
closed captions on videos to 
assist people with hearing 
impairments.

5. Presenting data in tables -
Using table markup (HTML) to 
present tabular information

1. User friendly and optimized for 
display on any type of devices

2. Ensure every element in the site 
is recognized and readable

3. Avoid embedding text on images 
which are non-readable

4. Pop ups in HTML formats
5. Colour Selection for devices, will 

move towards colour
presentation with labels / alt text

6. De-clutter pages and separate 
content using headers.

7. Unclear navigation - Make sure 
the purpose of a link is clearly 
described: "read more" vs. "read 
more about accessibility"

1. Web is compatible with assistive 
techs(e.g. screen readers, 
magnifiers)

2. Use scripts to automatically 
detect different browsers and 
present appropriate versions of 
web pages

3. Optimised for search engine 
indexation towards increased 
visibility in results

4. Captchas will switch from image 
driven, to text driven captchas

5. TAC Time outs - user is warned 
before time expires and given 
option to extend the time limit 

Content Design Technology
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Mitigation| Addressing barriers to improve website accessibility

Blindness Low Vision Colour Blindness

• Screen reader compatible
• Alternate text to describe 

visual cues and buttons
• Reading flow on screen 

text and items
• Linear and consistent 

layout

Dyslexic & Autistic

• Readable fonts
• Headings and structure
• Colour selection
• Layout & writing style
• Web pages do not contain 

anything that flashes more 
than three times in any one 
second period

• Responsive 
typography

• Screen magnifiers 
compatible

• High contrast –
content and 
background color 

• Horizontal scrolling
• True text vs text in 

graphics

• Colours to not be the 
only method of 
conveying

• Be aware of using 
color for compulsory 
fields (e.g. click on red 
button to proceed)

Ref: Web Content Accessibility Guidelines (WCAG) 2 standards
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Okay alt text: <img src="escalator.jpg" alt="man on escalator">
Better alt text: <img src="escalator.jpg" alt="man walking on escalator">
Best alt text: <img src="escalator.jpg" alt="man wearing backpack 
walking down escalator">

If the image is purely decorative, there is no need to include descriptive 
alt text. You can tell screen readers to skip over it by adding an empty alt 
tag (alt=””).

Mitigation| Commitment by Digi to improve website accessibility

E.g. Alt-text on images
E.g. Screen reader compatible

Screen reader : MyDigi, Your Digital Life, connect to all that matters in one hub

Descriptive captions and alternative text (also known as alt text) allow people to visualize images when they can’t 
see them. According to WebAIM, a nonprofit with Center for Persons with Disabilities, missing or ineffective alt text 
is the most problematic aspect of web accessibility. To also differentiate between images that are informational and 
those that are purely decorative.

https://webaim.org/articles/gonewild/
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Validation tools
1. Accessibility Guidelines for UN websites 

• https://www.un.org/en/webaccessibility/index.shtml

2. Web Accessibility Evaluation Tools List
• https://www.w3.org/WAI/ER/tools/

3. WAVE Web Accessibility Evaluation Tool
• https://wave.webaim.org/

4. Bureau of Internet Accessibility
• https://www.boia.org/

5. European Internet Inclusion Initiative 
• http://checkers.eiii.eu/

6. Firefox add-ons validation tools
• Web Developer Toolbar
• Juicy Studio Colour Contrast Analyser
• Page Optimization section of Moz Pro 

Monitoring tools - Screen reader extensions on 
google chrome/add-ons for firefox

Mitigation| Leveraging on website accessibility tools

https://www.un.org/en/webaccessibility/index.shtml
https://www.w3.org/WAI/ER/tools/
https://wave.webaim.org/
https://www.boia.org/
http://checkers.eiii.eu/
https://addons.mozilla.org/en-US/firefox/addon/60
http://juicystudio.com/article/colour-contrast-analyser-firefox-extension.php
https://moz.com/checkout/freetrial
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Inclusive Digital Touchpoints

Mitigation for MyDigi App
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Mitigation| Commitment by Digi to improve MyDigi accessibility

Design

1. Use a legible font size and avoid 
stylized fonts as screen reader read 
special formatting very differently

2. High color contrast – for text and 
background colors contrast

3. Dyslexic friendly font 
4. Simple support forms (eg. allow to 

tag location via GPS instead of 
keying in address)

5. Captchas will switch from image 
driven, to text driven captchas

6. Minimal images of text that cannot 
be translated, selected, or 
understood by assistive tech

7. Labeling drop down menu and text 
input - "Please select" or "Example 
01X-XXXXXXX" can be made clearer.

1. Simple, clear and concise language
2. Limited line length and organized 

content for easy navigation
3. Clearly understood content
4. Selection of readable fonts that 

supports inclusive designing 
5. Language settings to cater for 

diversity and correct tagging for 
screen readers to identify language 
on website. For example, a page 
written primarily in English would 
include the <html lang="en"> tag at 
the top of the page. 

6. Put hashtags and mentions at the 
end. Punctuation marks are read 
aloud by screen readers. 

Content
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Accessibility validation analysis and tools
1. On Android you can use Accessibility Scanner while on IOS you can 

use the Accessibility Inspector as a validation tool for your mobile 
application

2. Colorable allows you to check contrast ratios if you have an existing 
brand or UI palette. 
• The standard visual presentation of text and images of text has a 

contrast ratio greater than 4.50 for small text, or 3.00 for large 
text.

• E.g. Ensuring adequate text contrast to background 
Ensuring icons (e.g. search) has a label readable by screen 
readers

Mitigation| Leveraging on app accessibility tools

https://play.google.com/store/apps/details?id=com.google.android.apps.accessibility.auditor
https://developer.apple.com/videos/play/wwdc2019/257/
https://colorable.jxnblk.com/8b2d77/77d58b
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Research & References

Additional Information
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Research|Blindness Statistics in Malaysia
About Blindness in Malaysia

• Blindness can be total or near total vision loss, it can be congenital or 
acquired.

• WHO defined low vision as visual acuity of less than 6/18 but 
equal to or better than 3/60 in the better eye with correction.

• Blindness is defined as visual acuity of less than 3/60 (counting 
fingers at 3 meters) to No Perception of Light (NPL) in the better eye 
with the best correction

• Prevalence of bilateral blindness in Malaysia stands at 1.2% (32.7 
million) close to 400 000. More at 
http://www.myhealth.gov.my/en/blindness-visual-impairment

Why it is something to address?

• Malaysia on of world highest Diabetic, complications would result in 
blindness, etc. - by Health Minister 2019, 3.6 million are suffering 
from diabetes, one of the highest rate of incidence in the world. 7 
million projected in 2025 , prevalence of 31.3%.

http://www.myhealth.gov.my/en/blindness-visual-impairment
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Research| Visual challenges for Dyslexia for websites

1. Dyslexia is a learning disorder that involves difficulty 
reading due to problems identifying speech sounds and 
learning how they relate to letters and words(decoding). 

2. Also called reading disability, dyslexia affects areas of 
the brain that process language

3. The Dyslexia guidelines by British Dyslexia 
Association encourages inclusive designing such as:

✓ Readable fonts

✓ Headings and structure

✓ Color

✓ Layout

✓ Writing style

✓ Unjustified text

✓ Non-italic fonts

More about Dyslexia in Malaysia - http://www.myhealth.gov.my/en/dyslexia/

http://www.myhealth.gov.my/en/dyslexia/
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Web Accessibility Perspectives Video
By W3C Web Accessibility Initiaives

More Info on What is Accessibility
• Learn more about how different disabilities affect 

Web use, and read about scenarios of people with 
disabilities using the Web, see How People with 
Disabilities Use the Web.

• See more examples of benefits for others, with 
WCAG to back it up, see Shared Web Experiences: 
Barriers Common to Mobile Device Users and People 
with Disabilities and the archived Web Accessibility 
Benefits People With and Without Disabilities.

Research| More on web accessibility perspectives

https://www.w3.org/WAI/people-use-web/
https://www.w3.org/WAI/standards-guidelines/shared-experiences/
https://www.w3.org/WAI/business-case/archive/soc#groups
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• https://www.un.org/en/webaccessibility/index.shtml

• https://www.un.org/development/desa/disabilities/international-day-of-persons-with-
disabilities-3-december.html

• https://www.un.org/development/desa/disabilities/publication-disability-sdgs.html

Research| References of UN websites on disability and accessibility

https://www.un.org/en/webaccessibility/index.shtml
https://www.un.org/development/desa/disabilities/international-day-of-persons-with-disabilities-3-december.html
https://www.un.org/development/desa/disabilities/publication-disability-sdgs.html
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| Thank you

Contact: 
Philip Ling
Head of Sustainability
ohling@digi.com.my

Sharifah Sarah
Associate Sustainability
sharifah.sarah@digi.com.my

mailto:ohling@digi.com.my
mailto:sharifah.sarah@digi.com.my

