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1.1 Abstract

There is a term that refers to the gap between those who can make an effective use of the tools of information and communication, like the Internet, and those who cannot do it, for some reason: It is called the digital divide. The W3C is a consortium that has defined a set of guidelines to follow in the design of websites to enable people with disabilities or acting under some adverse circumstances at the time of accessing to the Internet, to have access to the web contents: it is what has been called the Web Accessibility Initiative (WAI).

In the tourism world is growing, significantly, the use of the Internet for contracting tourist services like the purchase of airline tickets and hotel rooms reservations. For this contracting to be available to those who have some kind of disability, the design of airlines, hotel chains and hotels websites should be adapted to the WAI standards outlined above. 
A study has been made to check the degree of compliance with the standards of the WAI on websites of some Spanish hotel chains and hotels of the Balearic Islands, as well as of some airlines. The aim is to identify problems that are generated when visiting these websites and also to discover the consequences that the lack of Web accessibility causes, such as loss of appearance or loss of market share, among others. A summary of the main rules of WAI is presented in the report, with its verification points, a summary of the benefits obtained, the results of the analysis of websites, and finally a set of conclusions.

1. Introduction

Statistics on use of the Internet shows that in the year 2005, 17.2% of activities on the Internet were related to the purchase of vacation packages, airline and train tickets and hotel nights. 
In the Web world, the removal of barriers to the disabled is called the Web Accessibility: it means that people with disabilities will be able to use the web. The Web Accessibility refers to a web design that enables people with disabilities to perceive, understand, navigate and interact with the web. 
There is an organization called the World Wide Web Consortium (W3C), which developed a guide of guidelines for accessibility to the World Wide Web, called the Web Accessibility Initiative (WAI).

2. Description of the WAI: Guidelines and Verification Points

The WAI is a set of guidelines for the disclosure of techniques to make a web accessible. Among these we can highlight the Web Content Accessibility Guidelines (WCAG): it is a set of 14 guidelines to provide design solutions. 

The Guidelines contain some points of verification (PV) that help to detect possible errors: For example, the Guideline 1 refers to the supply of equivalent alternatives to visual and hearing (1) content, and PV1.1 refers to the allocation of a remark for each of the images that are shown. 

There are 3 different priority levels of compliance with PV:

· Priority 1: PV that a web site must meet, otherwise, certain user groups could not access to the information from the website.

· Priority 2: PV that a website must meet, otherwise, certain user groups  would have great difficulties in the access to the information from the website.

· Priority 3: PV that a website must meet, otherwise, certain user groups would have some difficulties in the access to the information from the website.

According to these verification points we set up the Conformity Levels as follows:

· Level "A": It is obtained when all PV of Priority 1 are met.

· Level "Double A": It is obtained when all PV of priorities 1 and 2 are met. 

· Level “Triple A”: Its is obtained when the PV of priorities 1, 2 and 3 are met.

	Priorities
	Level
	Accessible
	Difficulties

	-
	-
	No
	All

	1
	A
	Yes
	Many

	1, 2
	AA
	Yes
	Some

	1, 2, 3
	AAA
	Yes
	None


Tabla 1. Levels and priorities

(1) For a detailed description, please see the WCAG standards

3. Evaluation of a Website accessibility

Assessing accessibility can be carried out automatically with analysis tools such as the one that has been used for the study, which is the application called TAW (Test of Web Accessibility) offered by the Ministry of Industry, Tourism and Commerce.

4. Study case: Web Accessibility in the tourism sector

4.1. Hypothesis, objectives
An analysis of Web accessibility of Websites has been carried out with the hypothesis: Websites with tourism content do not meet , in general, the Web Accessibility guidelines recommended by the WAI.
The objectives are:

· To check the level of compliance with the WCAG on the analysed websites.
· To identify the most common shortcomings in Web Accessibility

4.2. Methodology and study case

	Concept
	Description

	Sample
	Web Sites at Spanish hotel chains, Balearic hotels and international airlines. The home page has been analysed, because if it is not accessible, then the Website is not accessible either.

	Sample size
	20 hotel chains websites, 40 hotel websites and 20 airlines websites

	Date of data capture
	January 2007

	Analysis tool
	Tool of analysis TAW


Tabla 2. Study case
4.3. Verification points analysed

The PV analysed are shown in the following three tables. They are grouped according to levels of priority:
	
	Verification points of Priority 1

	PV
	Description

	PV-1.1
	Provide an equivalent text for every non-textual elements (images, maps, animations, etc.)

	PV-1.2
	Provide redundant links in text format for each active area of a map

	PV-6.2
	Ensure that the equivalent of a dynamic content is updated when you change the dynamic content.

	PV-6.3
	Make sure the pages are still usable when they switch off or do not support scripts, applets or other objects programmed.

	PV-9.1
	Provide image maps controlled by the client rather than the server

	PV-12.1
	Title each frame 


Tabla 3. PV with priority 1

	
	Verification points of Priority 2

	PV
	Description

	PV-3.2
	Validate the language grammar

	PV-3.3
	Use style sheets

	PV-3.4
	Use relative units rather than absolute ones

	PV-3.5
	Use header elements to convey a logical structure

	PV-6.5
	Make sure that dynamic contents are accessible 

	PV-9.3
	For scripts, specify logical event handlers instead of event handlers dependent on devices

	PV-11.2
	Avoid features dissuaded by W3C technologies.

	PV-12.2
	Describe the purpose of the frameworks and how they relate to one another

	PV-12.3
	Divide the long blocks of information in more manageable groups

 

	PV-12.4
	Associate explicitly labels with their controls.




Tabla 4. PV with priority 2.

	
	Points of verification of Priority 3

	PV
	Description

	PV-1.5
	Until the user applications interpret the text equivalent to client image maps, provide  redundant text links for each active area of the client image map. 

	PV-4.3
	Identify the main language of a document



	PV-5.5
	Provide summaries of the tables.

	PV-5.6
	Provide abbreviations for the header labels.



	PV-10.4
	Until the user applications operate correctly the empty checks, include default characters in the edition tables and text areas.



	PV-14.3
	Create a presentation style that is consistent for all pages.




Tabla 5. PV with priority 3.

4.4. Outcome

As for the results on levels of compliance, we should note that there are only 2 sites of hotel chains that are ready to reach the level of conformity A (which would be subject to a manual review of the errors that are not automatic). These 2 sites account for 10% of the websites analysed in hotel chains. In the case of hotels, the accessibility indicators increase, but only 10 sites are ready to reach the level of conformity A, a 25% of the websites analysed in hotels. Airlines websites reached a 13.4%. 
See table below:

	
	Chains
	Hotels
	Airline Companies
	Total

	Total Websites
	20
	40
	15
	75

	No level of conformity
	18 (90,0%)
	30 (75,0%)
	13 (86,6%)
	61 (81,3%)

	Level of conformity A
	2 (10,0%)
	10 (25,0%)
	2 (13,4%)
	 14 (18,7%)

	Level of conformity AA
	0
	0
	0
	0

	Level of conformity AAA
	0 
	0
	0
	0


Tabla 6. Outcome by level of conformity

5. Conclusions

The study has reached the following conclusions:
· 90% of hotel chains websites analysed, 75% in the case of hotels websites and 86.6% in the case airlines websites are inaccessible to certain groups of users. The remaining websites offer serious difficulties of total accessibility to some user groups. A total accessibility has not been obtained by any group of users.
· The best accessibility results have been obtained in hotel websites.

· In the websites there are mistakes made in some PV that are easy to avoid, as in the case of language (PV-4.3) or in the explanatory texts of the images (PV-1.1), which would reach level A in some cases. This fact might indicate that the page design has been made without following the recommendation guide for accessible websites.
· Some pages are ready to reach a level of conformity A (subject to a manual review of some PV), while none can reach level AA. Therefore, the initial assumption is confirmed: Analysed Websites do not follow the websites accessibility guidelines.

· As a result, companies analysed lose market share. In the case of airline companies is ever more serious, because some of the analysed companies are low-cost type (their marketing source is precisely Internet).

· Hotel chains, hotels and airline companies should make a major effort to redesign their web pages if they want to achieve the levels of accessibility that will allow anyone to access their web pages.
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