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Project Brief
OBJECTIVE

How might we design Hulu to be more 
accessible for people with special needs or 
different challenges when it comes to 
discovering and/or viewing content?
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Understanding the situation
SECONDARY RESEARCH

1 in 5
 individuals in the U.S have a disability

56.7 million 
people are disabled

19.9 million 
people had difficulty lifting and 
grasping
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Individuals with motor impairment in the upper extermities
TARGET AUDIENCE

Medical conditions include
Stroke, Muscular Dystrophy, Multiple 
Sclerosis and Congenital Myopathy

Fine Motor Impairment
Difficulty in precision coordination, facial 
expression, and word pronunciation

Gross Motor Impairment
Difficulty in basic coordination, reaction 
time, and physical strength 



The Problem
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Company design choices often exclude people with disability
PROBLEM

Throughout the tech industry, design 
choices often exclude people with 
disability, making it cumbersome to people 
with fine and gross motor disabilities to 
access online content and services. 

What’s going on?
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Doing the minimum standard.
PROBLEM

Web accessibility standards provide a  
single shared standard for web 
content accessibility. 

The problem is that the term 
“disability” is often misinterpreted or 
redefined. Therefore standards are 
often revised..

Inclusive design is a method that 
designs for someone with a 
permanent disability that can also 
work for someone with situational 
limitation or a temporary disability.



Designer’s Guide to 
Inclusive Design Research

HULU & HANG
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Designer’s Guide to Inclusive Design Research

We believe that successful products and 
services come from meaningful research 
from its users. We created a Designer’s 
Guide to Inclusive Design Research based 
on the insights we found from our 
exploratory research. The goal of the 
guidebook is to assist designers in their 
research when designing for individuals 
with motor impairment.

Our belief

Need to change image. Who put that ugly green overlay?!! JOSEPH ><

CONCEPT



Understanding your 
users.
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Meet Paul
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- Paul

“Sometimes you have to 
depend on the kindness 

of strangers”
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Understanding Paul
UNDERSTANDING YOUR USERS

Background

Paul is a husband, grandfather, and 
environmental lawyer. Paul was diagnosed 
with Multiple Sclerosis (MS) over 20 years 
ago. MS causes Paul’s nerves to 
degenerate which affects the muscles in his 
hands. His mobility, fine motor skills, and 
overall quality of life is affected by MS. At 
the moment there is no cure for MS.

Paul enjoys traveling, spending time with 
his grandchildren, and advocating for the 
environment.
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Understanding Paul
UNDERSTANDING YOUR USERS

In advocating for the environment, Paul 
writes bills to state and local governments. 
The bill can be as long as 20 pages in 
length takes Paul many months to complete 
when Paul uses only one finger to  type out 
the documents on his computer.

One finger typing
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Understanding Paul
UNDERSTANDING YOUR USERS

Paul has fine motor coordination  
impairment due to the tremors in his hands. 
The tremors make it difficult for Paul to 
accurately press on the each key on the 
keyboard. Also, the computer’s mouse has 
trouble processing Paul’s mouse clicks due 
to the sensitivity of the hardware.

Shaky keyboard and mouse
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Understanding Paul
UNDERSTANDING YOUR USERS

The vast amount of content on Hulu to 
search and browse through was 
overwhelming for Paul. Going through a 
variety of UI elements on the screen all at 
the same time results in Paul missing UI 
elements that temporarily appears on the 
screen, such as the hoverbar, which 
contains access to many important icons 
and features. 

Too much too fast
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Meet Ellen
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- Ellen

“I’d like to go back to a 
life without fears”
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Understanding Ellen
UNDERSTANDING YOUR USERS

Background

Ellen lives in a nursing facility with her mom 
and nurses. She was born with congenital 
myopathy, which is a disorder that primarily 
affects the muscles, causing muscle 
weakness. Ellen uses a string cord attached 
to her electric wheelchair joystick to get 
around. 

If she was able to do anything, she would 
love to travel to Peru to visit her family 
members. 
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Understanding Ellen
UNDERSTANDING YOUR USERS

Ellen loved to watch shows on her TV that 
she uses to cast videos from her phone on 
her own time, however, after recovering 
from a life threatening situation a few 
months back, her account and “lifehack” 
have all been disconnected. It took our 
team over an hour of failed attempts to 
reconnect her accounts and passwords and 
rebuild her lifehack before she was able to 
cast videos again onto her TV
. 
Although errors are inevitable, it was this 
situation that helped us understood that 
errors can also be designed to be 
accessible as well.  

Disconnected Accounts
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Understanding Ellen
UNDERSTANDING YOUR USERS

Although Ellen is able to speak and 
communicate, voice commands are difficult 
triggers for her. Ellen speaks with a soft 
voice which can sometimes be difficult 
when attempting to trigger voice 
commands.  

Ineffective Voice Commands 
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Understanding Ellen
UNDERSTANDING YOUR USERS

Due to Ellen’s medical condition, she has 
no gross motor coordination and she has 
very limited finger movements. Ellen is not 
able to reach content at the top of her 
mobile screen unless another individual 
pushes the phone lower for her to press it. 
During the interview, she wanted to cast 
the show onto the TV for watching but the 
cast icon was too high for her fingers to 
reach. 

Cast icon too high
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Meet Carl
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“I think I am being left 
behind [by technology] 

and I am not happy 
about that”

- Carl
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Understanding Carl
UNDERSTANDING YOUR USERS

Background
Carl lives in a modest house which he rents 
out to two tenants. He suffered from a 
stroke a few years ago that left his left arm 
partially paralyzed and unable to walk on 
both legs. He is assisted daily by two 
caregivers for most of his tasks. He love to 
watch horror shows and movies and tends 
to binge watch shows on his favorite 
streaming platform.

Although he streams shows through his 
iPad, he feels he’s been completely left 
behind by technology, often asking for help 
when he wants to watch one of his shows. 
He one day hopes to be able to catch up to 
the technology he relies on to be able to do 
things on his own accord.  
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Understanding Carl
UNDERSTANDING YOUR USERS

One of the biggest takeaways when 
meeting with Carl was how it clearly 
became impossible for him to watch any 
video due to his tremors. Each tap gesture 
Carl was enacting would register as a 
swipe on the Hulu App. which ultimately 
forced Carl to give up and insist on using 
Netflix instead. 

To our surprise, he was able to navigate 
around Netflix’s app without changing the 
stability of his hands or his gesture, It 
showed us that even simple touch 
sensitivity settings can be enough to turn a 
user away from a service.

Touch sensitivity too sensitive 
compared to Netflix



Conversations lead to 
insights
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What did we learn?

CONVERSATIONS LEAD TO INSIGHTS

Being afforded the opportunity to be in 
each user’s environment allowed us to 
understand each user’s lifehacks and 
personal preferences to make technology 
work for them.  It’s hard - not impossible - 
to design for our user’s needs, this includes 
considering each individuals preferences 
towards the way they access their content. 

Personalization is key
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What did we learn?

CONVERSATIONS LEAD TO INSIGHTS

Lifehacks area strategies or techniques 
adopted in order to manage one's time and 
daily activities in a more efficient or 
pleasant way. This can include a simple 
cork on a joystick or systems of software 
and hardware that make accomplishing 
tasks feasible, or at the very least, 
bearable. For our participants, lifehacks are 
their solutions to a world that was 
inadvertently built to exclude them. 

Lifehacks
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What did we learn?

CONVERSATIONS LEAD TO INSIGHTS

We found that people have different 
methods to facilitate their life. There’s no 
one clear product solution for all of the 
users we interviewed. We learned that 
listening to our users’ stories allows us to 
build empathy that gives us a personal 
understanding of how to design for 
accessibility.  We hope that this book will 
bring awareness and spark conversations 
on what the best methods are in designing 
inclusive products for your company.

Changing Design Culture



Inclusive Design 
Guidebook Execution
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Accessibility, what does it mean?
Understand

Removing barriers

Access to Websites

Equal AccessBeing able to participate

Accommodating my 
special needs



Accessibility is about designing and developing for as 
many people as possible. It’s about doing the right 
thing...creating a more inclusive web with each screen 
or line of code.

   Marcy Sulton
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Learning Accessibility through User’s Stories

INCLUSIVE DESIGN GUIDEBOOK EXECUTION

Although disabilities can be defined by 
specific medical conditions, each user’s 
experience and case are different. 
Although two people can suffer from  
mobility impairment, someone who’s had 
MS all their life will experience the world 
completely different from someone who 
suffered from a stroke late into their 60’s. 

This is why we want to emphasize 
accessibility through the user’s eyes, 
through their stories. Understanding the 
person’s daily life, their routines, their life 
hacks and even the people around them 
have proven helpful in understanding the 
steps pain points and acquiring the insights 
needed to understand how to create 
accessible products.
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Spreading the message

INCLUSIVE DESIGN GUIDEBOOK EXECUTION

As researchers and designers, we often focus 
on identifying our user’s needs. This makes it 
easy to get caught up in a design or a feature 
that would make your app stand out or more 
“accessible”. However, what we found when 
identifying possible prototypes that can 
benefit our participants was that, there’s isn’t 
that one easy feature, or that one 
breakthrough product.

It’s important to hear their stories, be there in 
person, be in the environment they are in and 
know the uniqueness of their lives. What we’re 
designing are potentially life altering services, 
and understanding a person’s life isn’t just 
about knowing their needs, but knowing their 
day to day experiences.



Takeaways
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Getting all departments and stakeholders involved

Creating one company definition for 
accessibility so that everyone is one the 
same page. 

Using the guidebook to create a workshop 
with company stakeholders and different 
department members to create products 
and services that can work for a diversified 
group of users.

Things to consider 

Next Steps



THANK YOU!
by Team Hulu & Hang  
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Meet Matt
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Quote Matt
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Understanding Carl
UNDERSTANDING YOUR USERS

Background

Ellen lives in a nursing facility with her mom 
and nurses. She was born with congenital 
myopathy, which is a disorder that primarily 
affects the muscles, causing muscle 
weakness. Ellen uses a string cord attached 
to her electric wheelchair joystick to get 
around. She enjoys watching shows such 
as _____ & _____.
If she was able to do anything, she would 
love to travel to Peru to visit her family 
members. 

Ask Luke for picture
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Understanding Carl
UNDERSTANDING YOUR USERS

In advocating for the environment, Andy 
writes bills to state and local governments. 
The bill can be as long as 20 pages in 
length takes Andy many months to 
complete when Andy uses only one finger 
to  type out the documents on his 
computer.

Disconnected Accounts

Replace picture



43

Understanding Carl
UNDERSTANDING YOUR USERS

Andy has fine motor coordination  
impairment due to the tremors in his hands. 
The tremors make it difficult for andy to 
accurately press on the each key on the 
keyboard. Also, the computer’s mouse has 
trouble processing Andy’s mouse clicks 
due to the sensitivity of the hardware.

Ineffective Voice Commands 

Replace picture
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Understanding Carl
UNDERSTANDING YOUR USERS

The vast amount of content on Hulu to 
search and browse through was 
overwhelming for Andy. Going through a 
variety of UI elements on the screen all at 
the same time results in Andy missing UI 
elements that temporarily appears on the 
screen, such as the hover bar, which 
contains access to many important icons 
and features. 

Cast icon too high

Replace picture


