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Why Accessible Tourism?

The 3 big issues:
• World recession: Increasing global 

competition in terms of price and quality. 
• Demographic ageing is happening now
• The rights of persons with disabilities to equal 

participation in society must be respected by 
travel and tourism providers.
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The 3 Big Issues

1. Tourism destinations face increasing global 
competition in terms of price and quality 

• Providers must adapt rapidly to new market conditions, 
to keep competitive advantage and gain market share. 

• Improving accessibility can enhance the overall quality 
of the tourism offer for all customers. 

• Better accessibility can broaden the customer base, 
contribute to long-term sustainability and enhance the 
visitor experience significantly. 
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Accessible Tourism Market

The Business Case
•The European accessible travel market is 
estimated at at 127 million people or 27% of the 
EU population
• Includes people with disabilities, elderly and 
their fellow travellers
• Worth €80 billions per annum
• All tourists benefit from better accessibility!

Source: University of Surrey / OSSATE, 2005
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Information! 

www.ossate.org

- Infrastructure! - Transport! - Service! 
Accessible!
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• Wheelchair user

• Walking difficulties

• Visual impairment

• Hearing impairment

• Asthma / allergies

• Diet restrictions

• Not understanding the language

• Learning difficulties

• And other requirements

• Multiple disabilities

Who are the people who need 
“accessible tourism”?
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Disabled people want the same kind of travel 
and tourism experiences as everyone else!
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The 3 Big Issues

2. Demographic ageing is happening now!

… Age pyramid
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The 3 Big Issues

2. Demographic ageing is happening now!
… Age pyramid?

Link: Ageing and Disability
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The 3 Big Issues

• The shape of the tourism market is changing
• Accessible tourism is not for a “niche” market. 

“Older people" will soon make up 25% of the 
European population.

• Disability increases with age
• Older people want to travel!
• Focusing on accessibility is a rational response 

to foreseeable changes in the tourism market
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The 3 Big Issues

3. The rights of persons with disabilities to equal 
participation in society must be respected by 
travel and tourism providers

• Overall strengthening of rights, with legal powers
• Serbia and European Union have signed the UN Declaration 

on the Rights of Persons with Disabilities
• European Commission has proposed a Regulation on equal 

access to goods and services for disabled people.
• Tourism providers must be equipped with the confidence 

and ability to meet their legal responsibilities.
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Serbia: Respecting the Rights of 
Persons with Disabilities

• UN Convention on the Rights of Persons with 
Disabilities (CRPD) 
– Ratified by Serbia, 31 July 2009

• Optional Protocol
– Signed by Serbia, 31 July 2009

• Article 30. Equal access to Leisure, Sport and 
Tourism 

• Now begins the implementation work!
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The role of ENAT and the CETA Project
ENAT - European Network for Accessible Tourism

Non-profit association

Creating opportunities for cooperation

CETA project

“Competitiveness for a European Accessible Tourism for All”

Enabling small businesses to be competitive
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• A European Network for Accessible Tourism
• Building on the experiences of key National Tourism 
Organisations, tourism businesses and disability/ consumer 
advocacy groups
• A multi/stakeholder network 
• Co-funded by the European Commission under action 
line:  Pilot Actions for Mainstreaming Disability”
• Supporting the EC Disability Action Plan (2003 –2010)

- for non-discrimination and equal opportunities

ENAT (project period): 
European Start Funding 2006 - 2007

• Supporting 2007 Euro Parliament Resolution on Tourism
• Supporting EC Strategy on competitiveness and 

sustainability in tourism
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ENAT’s Mission

The mission of the European Network 
for Accessible Tourism is to make 
European tourism destinations, 
products and services accessible to 
all travellers and to promote 
accessible tourism around the world. 
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ENAT today
• Over 200 members in more than 30 countries

• Tourism businesses (55%)

• Public sector (12%)

• NGOs (33%)

• Europe, Africa, Middle East, North and South America,
Asia, Australia
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Who Can Join ENAT? 
Who Should Join ENAT?

• Travel and tourism industry
• Public sector 
• Professionals 
• Non-Governmental Organisations 
• Individual members 

ENAT non-profit association

City Tourism Development Offices, National and Regional Tourist Boards, 
Access Consultants, Students, Tour Operators, Small Tourism Enterprises, 
Attractions, Travel Agents, Conference and Events Organisers, etc. etc. 
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In Europe and around the world
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Vision
• Practice: Overcoming access barriers
• Experience: Improving the quality of the 

tourism experience for everyone
• Organisation: Improving the way we work in 

the Tourism Sector
– Effectiveness
– Collaboration
– Economic, Social and Environmental 

sustainability
• Society: Travel and Tourism for All
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www.accessibletourism.org 

ENAT Congress 

Workshops

Good Practices

News

Links

Themes

Library

Contacts

Projects

Events
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The CETA Project: targetting SMEs

Competitiveness for a European Accessible 
Tourism for All
DG Enterprise and Industry Call for Proposals

ENT/CIP/08/B/N05S00 (2008)

“…to support initiatives of public and private bodies, or 
their existing networks, to contribute to enhancing the 
sustainability and competitiveness of European Tourism 
especially for SMEs, while allowing for wider economic, 
social and environmental benefits to be gained.”
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… Technical and Management Challenges for SMEs

- What can I do? (- What must I do?)

- Where do I get the information? 

- Getting support and advice

- Making my business visible

- Being part of an accessible destination

Improving Access and Social Inclusion
in Tourism Businesses
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An “extreme sports” hotel? 

Good intentions are 
not enough!
• Technical support 
services

• Know-how

• Involvement of disabled 
people in solutions

• Education and Training 
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Blind people must not drop litter! 

Photo: Isabelle Van Eeckhaute
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How to make toilets accessible…
- an endless source of confusion!   
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The CETA Project - Partners

National Tourist 
Association, Slovenia

CO.IN, Italy

University of Surrey, 
School of Management, UK

ANLH asbl., 

Belgium

Vellinge 
Municipality, 

Sweden

Tourism for All, Sweden
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Online networking:

• CETA Web Portal, on-line resources: http://ceta.enat.be

• CETA Web 2.0 Networking: www.accessibletourism.ning.com

CETA Results for Businesses
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http://ceta.enat.be

CETA Web Portal, providing a showcase for good practices in  
accessible, sustainable destination development… 
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and at: www.accessibletourism.ning.com

Moderated Web 2.0 SME-Networking site, focusing on access 
information & media tools for tourism businesses
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Research and Knowledge Management

• Examples of Good Practice Training 
- Training tools for SMEs

• Research on needs and solutions for business
- Focus Group studies with tourism SMEs,
identifying barriers and networking solutions   

CETA Results for Businesses
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• Sustainability and competitiveness indicators,
helping SMEs to develop and fine-tune their 
business activities

• Guidelines for promoting sustainable 
tourism destinations, involving SMEs 
in public-private partnerships of 
regional tourism networks.

CETA Results for Businesses
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Overcoming 
Barriers:

• In architecture & 
facilities 

• In transport

• In services

• In Information
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• A Europe-wide label showing
commitment to accessible tourism

• The Code: A set of 8 principles
guiding business practices and
customer service

• Supervised by the ENAT Board

• Members are supported by ENAT’s 
resources and training programmes

• Exclusive to ENAT Members 

The ENAT Code of Good Conduct

http://www.accessibletourism.org/?i=enat.en.enat-code-of-
good-conduct
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The ENAT Code of Good Conduct
is for all tourism providers:

• Small and family businesses

• Large, international chains

• Tour and transport operators

• Travel agents

• Destinations of all kinds

• Cities, Regions 

• Public authorities

• Consultants, Researchers

• NGOs
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Our Commitment:

1. Recognition of equal rights: We recognise that all 
people have the right to enjoy tourism, whatever their 
background or abilities, and we work to promote this right 
in our activities.

2. Personal attention: We welcome all customers and 
make it our priority to meet their individual needs.

The ENAT Code of Good Conduct

http://www.accessibletourism.org/?i=enat.en.enat-code-of-
good-conduct
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Our Commitment:

3. Removing and preventing access barriers: We are 
committed to planning and carrying out improvements to 
our infrastructure, products, services and information, 
using a ‘design-for-all’ approach, in order to remove or 
minimise access barriers and contribute to sustainable and 
accessible tourism for all.

4. Improving our knowledge, competences and skills:
We follow recognised ”good practices” and guidance for 
tourism accessibility provided by ENAT, and we are 
committed to continual staff training which takes into 
account respect for human diversity and disability 
awareness, ensuring that all customers are welcomed and 
served appropriately.

The ENAT Code of Good Conduct
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Our Commitment:

5. Monitoring: Our organisation ensures that customer 
services are monitored and access is improved as far as 
possible, within our financial means.

6. Our suppliers: Wherever possible, we work with 
suppliers who also recognise and respect the principles 
contained in the ENAT Code of Good Conduct.

http://www.accessibletourism.org/?i=enat.en.enat-code-of-
good-conduct
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Our Commitment:

7. Complaints handling: Our organisation has a 
complaints procedure available to customers so that they 
may report their possible dissatisfaction with our 
advertising, information, facilities or services. All 
complaints are handled promptly and fully.

8. Management responsibility: We regard good access 
for all visitors as part of our wider Social Responsibility. 
Name: ................................. 
Position: ..............................
Email: .............................….
Telephone: ……………………………..
Signature: ...............................................
Date: ..................
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In Europe and around the world

The ENAT Code of Good Conduct is 
exclusive to Members of The European 
Network for Accessible Tourism non-profit 
association

http://www.accessibletourism.org/?i=enat.en.enat-code-of-
good-conduct
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Thankyou

Contact: Mr. Ivor Ambrose
Email: enat@accessibletourism.org


