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1. Accessible Tourism for All

2. Improving Access and Social Inclusion in
Tourism Businesses

3. The Role of ENAT and the CETA Network
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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 qguality

* 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.




: : [ ENAT
Accessible Tourism Market O

The Business Case

*The European accessible travel market is
estimated at at 127 million people or 27% of the
EU population

* Includes people with disabllities, elderly and
their fellow travellers

« Worth €80 billions per annum

o All tourists benefit from better accessibility!

Source: University of Surrey / OSSATE, 2005
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Who are the people who need
*accessible tourism”?

Venue Assessment Level

 \Wheelchair user

« Walking difficulties

g What is Wenue Assessment
Level?

e Visual impairment

Accessibility Information

E]Ieuaizfu':;elec:t the info you wish ° Hearl ng |m pal rment
WV General
i * Asthma / allergies

W wisual impairment

[ Hearing impairment Y Dlet restrlctlons

W asthma fAllergies
I Diet restrictions

Etgggr:igediﬁiculti% ¢ NOt underStandlng the Ianguage

V¥ other Requirements

 Learning difficulties

euroEefoDaIl\ « And other requirements
: 7

‘ « Multiple disabilities
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Disabled people want the same kind of travel
and tourism experiences as everyone else!
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2. Demographic ageing is happening now!
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The 3 Big Issues

2. Demographic ageing is happening now!

... Age pyramid? e
Link: Ageing and Disability o
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The 3 Big Issues
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 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
 QOlder 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

e Qverall strengthening of rights, with legal powers

e 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.
12
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Serbia: Respecting the Rights of

Persons with Disabillities
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

14



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

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

e 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

Ll « Supporting 2007 Euro Parliament Resolution on Tourism

{ }  Supporting EC Strategy on competitiveness and
* i * 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

e Over 200 members in more than 30 countries
e Tourism businesses (55%)

e Public sector (12%)

* NGOs (33%)

e Europe, Africa, Middle East, North and South America,
Asia, Australia

17
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ENAT non-profit association

Who Can Join ENAT?
Who Should Join ENAT? ENAT

European Network for
Accessible Tourism

e Travel and tourism industry
« Public sector i
. Professionals together to make

ro o Tourism in Europe
. Non-_GovernmentaI Organisations Accessible «- all
 Individual members

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

:

European Network for
Accessible Tourism

Working
together to make

Tourism in Europe
Accessible - all

19
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Vision
 Practice: Overcoming access barriers

« Experience: Improving the quality of the
tourism experience for everyone

e Organisation: Improving the way we work in
the Tourism Sector

— Effectiveness

— Collaboration

— Economic, Social and Environmental
sustainability

« Society: Travel and Tourism for All

20
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/ Supported by the E -
European Commission I—

e RESOUNCES = | | ] ¥elings kommun - Yakommean,.,| | | ¥4 ENAT | European Networ... & ]

)} ENAT

7 European Network for Working together to make
Accessible Tourism Tourism in Europe Accessible for all

ENAT Congress

About  Mem

Workshops

Good Practices

Search

Welcome

welcorme to the Wwebsite of EMAT - the European Metwark for ficcessible

Tourisr.

EMAT wasz founded in January 2006 by nine zponsoring organizations who L i n kS
wanted to create 3 membership network for all those “who support or want

| Search

News

Members Area to know rnore about accessible tourizm in Europe’
Email: Through our netwark we airm to help the tourism industry overcome the I h em eS
| | rmany barriers facing tourists who have greater or smaller access needs:

lack of information, transport difficulties, architectural barriers and
Paszward: ; ;
| | inadequate service standards, L . b
President's Message

e ——

Don'thave an account yet? Sign up Lilian Maller, EMAT President C t t
- contacts

Enabling access to tourism is our priarity. First, Events

Forgot your Password? ] . \
some facts and figures, As a population we're

both ageing rapidly and travelling more: older [New!] Proj eCtS
people who still want and are able to travel will LB/ 02/ 2008

soon make up 25% of the European population.
#dd to this the 50 million peaple with disabilities

) ) ) ) Liubjlana, Slow E t
E h t to haolid th f | d I I
n urape who wan {u] aliday wi amily an Medium.sized Ve S

friends, and we find that a5 many as 120 million people in Europe alone

Newslettar

Subscribe to the EMAT Mewsletter,

of the Europea
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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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Improving Access and Social Inclusion

IN Tourism Businesses

... Technical and Management Challenges for SMEs

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

Where do | get the information?

Getting support and advice

Making my business visible

- Being part of an accessible destination s



Good Iintentions are
not enough!

e Technical support
services

« Know-how

e Involvement of disabled
people in solutions

e Education and Training

24



Photo: Isabelle Van Eeckhaute
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How to make toilets accessible...

- an endless source of confusion!




The CETA Project - Partners

CATIONR L! National Tourist ANLH asbl., y - |
FrOURISET i i i
I Association, Slovenia Belgium AN[H
Slovenija!
[ ENAT
RV
i VELLINGI
a CO.IN, Italy yglllqge H KOMMU!
A \Working Municipality, ® ¥
Consorzio Sociale together to Sweden =%
o make Tourism
in Europe
£~ UNIVERSITY OF Accessible : ; .
fb SURREY for all ‘ Turism for alla

University of Surrey, Tourism for All, Sweden

School of Management, UK o7



CETA Results for Businesses

Online networking:

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

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

European Network for
Accessible Tourism

ENAT L
h‘ /fl NEH
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Home News Contact Us Newsl etter

» ENTERPRISES

» CUSTOMERS Slovenian Workshop - Ljubhljana 12 March Flying with disability Horeca Partners - ATHLAS {Belgiumj ‘ E NAT
» RESOURCES 2009 : They have built this sitete Horeca Partners - ATHLAS is - e
LINKS Last week, NTA hosted the first CETA project h?'F‘ m_ake flying with a ) (-JF_ /_/45 a cnnsult_lng! ﬂrm, focusing on
» WHO ARE WE meeting, tagether with an intarnational workshap disability as easy as possible. & tEe hnspltah;},lr |_n|:|ust_r3:'c,| and _
Tourism far All. . the toutistm / leisure industry.
» EVENTS ourisrn for . L - 032009 | En savaoir pius Clur @i is to improve your NATIONRAL
CETA-B2B NETWORK T7AX2009| En savor plus bottormline, through suppart, training and analysis, TOURIST
2 ERESS U FLYING WITH DISASILITY in a sustainable and lasting way. ASSOCIATION
ONTACT LS Toegankelijk Ylaanderen {Belgium) The Accessible Travel Info Point (Belgium) 10405/2009 | En savoir plus Sl .-
his monmation scosme The Accessible Travel Info rienga

OVI e provides accessibility
AANCETEN o formation about facilities in

Flanders. Different types are
included, such as public serice buildings, hotels,

Point (in Dutch: Infopunt Flying Without Fear

Toegankelijk Reizen) is a 2 \Website 1o Hal : :
T : : o 4] You LIMIVERSITY O
. sewvice of the Flemish Toorist  [IECRIIETGEEY Qiisrcata YAt Fanr o Elving "?m SURREY

Board Toerisme Wlaanderan,

MEMBERS ONLY

walking and cycling routes, museums, swimrning which grew out of cooperation {02009 | £n savolr pilus
poals, .. with vatious organisations and
100032009 | £n savolr pis services by and for people i Naad a Holiday Too
with digabilities. The Info Paint ¥ : i
gives information to travellers about the T Lusury, wheelchair accessible
TravelHealth.co.uk accessibility of various holiday destinations. holiday apartments in Brittany
Health Information for the ¥ France. Enabling the dizabled Consorzio Seciale
travelhealth o Travelling Public 10032009 £n 530l 145 traveller to holiday in style and comfort. N ol
1002008 | En savoir plus Sesame Access TE022009 | En savolr pills
. Turism
Wheelchair Access ; :
Disabled Travel in Denmark ] nohatravel.at (Austria) ‘ for alla
The official site of tourism of SESAME Mobatravel.at is a social
: ! , ACCESS 0902009 | En savolr pius i i
.. Denmark gives many informatian ! - m networking site focuszing on
an the disabled travel in Denmark. . accessible travel and VELLINGE
" Social Observatory Accessihility of the accomodation in Austria. H KOMMUN
st 1502/2009 | En savoir pius ﬁ
Beskydy R 12022000 | En savolr pius L=

Yisitors can search
1""““"“?@ information about accessible

venues.

140242009 | En savolr pils /’ ¥ B '

@
M

CETA Web Portal, providing a showcase for good practices in |-
accessible, sustainable destination development...




and at: www.accessibletourism.ning.com @7 s

Accessible Tourism
ﬁ@_ C X w L) = | : i i i s, ) 673
- ON~=) |ﬂ|http.fjaccesmbIeb:urlsm.nlng.comf By - ;-,l-|GoogIe Pl-=

J ¥ Accessible Tourism - SMEs Deliv... ~

Ni.n.g Create Your Own Social Network L LT R Search Social Metwork

SMEs Delivering Accessible, Sustainable and Competitive Tourism for All

Main My Page Members Groups Forum Events Photos Videos Blogs ENAT Resources

Anetwarkfor Small & edium-sized Welcore to
Enterprises in lourism & travel; helping This site is the "social networking home™ of 3 new netwarking initiative for Srmall and Accessible Tourism
you to.make your bu:“?l.ness accessible, Mediumm-sized Enterprises (SMEs) known as CETA, "Competitiveness for European .
sustainable, competitive Tourism for All". CETA s led by ENAT, the European Metwork for Accessible Tourism, Sign U

with partners in Italy, Slavenia, Sweden and the United Kingdom. Starting in January 2008, or Sign In

the Eurapean Commission's Taurizm Unit {under the Enterprise and Industry Directorate

General) has agreed to co-finance a new SME network for Accessible, Sustainable and —

(] E NAT Cormpetitive Tourism, with a 50% grant for an 18-maonth period. .
‘ . Fead more about CETA on the EMAT Resources page: CETA Froject m
‘ European Network for From 12 March 2009, The main CETA Website is online and will bring you more MQMUL
Aceessile Tourism inf.olmatiun. tay-by-day. ) . _ University Yienna
www.accessibletourism.org Join us.t.o discuss and \.earn howtq make tourism husinesses maore sustainable, o_Vear Executive
competitive and accessible for all visitors. Degree in Austria
Membership of the CETA Network is free of charge. wawornodul ac atfthrfrba
Sign up for the free EMAT newsletter] eTourism: Horizons
Tvor Ambrose, EMAT and CETA Praject Coardinator, EMTERZ010
Lenal Disclaimer: The European Commission is not responsible for the contents ar international

_ opinions expressed on this weh site, nar any use which is made of the information Com_‘erence Lugano
(Switzerland?,

presented here.

February 2010

www, enter2010,0rg
Eeasibility /Impact
Study

Fhserka Stamatovic cormrmented Dn. IvurAmhroges blog post yesterday Hatels, Convention
EMAT Code of Good Conduct - ethical, accessible Centers, Arenas
Jenifer Littrnan principles we share' Economic

Development, Retail

“ Diear EMAT colleagues, Justwant to wish vou successful ll Enat Congress Al
ans

inWienna | Best regards, Biserka Stamatavic, Msc Enat member ™ . .
What is Global
Diceul . cu PR PR R P | 3 Business

Moderated Web-2.0 SME-Networking site, focusing on access
iInformation & media tools for tourism businesses
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CETA Results for Businesses

Research and Knowledge Management

« Examples of Good Practice Training a

- Training tools for SMEs Consorgio Sociale
e Research on needs and solutions for busines: 1 unnversityor
SINes SURREY

- Focus Group studies with tourism SMEs,
identifying barriers and networking solutions
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CETA Results for Businesses

» Sustainability and competitiveness indicators, ==
helping SMEs to develop and fine-tune their SR
business activities Slovenija!

e Guidelines for promoting sustainable W Turism for alla
i[OUt‘ISﬂ? de;tlnatlons, mvolymg SMEs VELLINGI
In public-private partnerships of mﬂﬂmmur
regional tourism networks. &
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Overcoming
Barriers:

In architecture &
facilities

In transport

In services

In Information
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The ENAT Code of Good Conduct

« A Europe-wide label showing
commitment to accessible tourism

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

e Supervised by the ENAT Board

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

e Exclusive to ENAT Members

http://www.accessibletourism.org/?i1=enat.en.enat-code-of-

¢

European Network for
Accessible Tourism

ENAT 2009

wvw accessibletounsm.ong

GODE OF GOOD CONDUCT

good-conduct
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The ENAT Code of Good Conduct

Is for all tourism providers:
« Small and family businesses
 Large, international chains

e Tour and transport operators
* Travel agents

 Destinations of all kinds

o Cities, Regions

e Public authorities

e Consultants, Researchers

* NGOs

EMAT Code of Good Conduct
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=l [ d .I-.-j —I..--\,-!-.i-p—n-u
¥ e arravest, prmhan, i aw Seraimey v s v dee ol e, noete -
R s S T A R e
L f war b ey wnd ohile: Vet e tuagritnl pﬂ'nr—i L
¥ - R AT AT, wm h-d.-.-ld-}b:lj_n.-kuh..-h—-.i
réuph b b i 4 deak erar o fratall i b s
il

M Chear ety i sy a el b 1 wtd wa far
¥ maabt, i s Ervrnd st .
o Dur anmplern et mails ot cwd b wpplfe vhe s ik aed st Cok prsiplie
armebairbal i, ek BHAT Conddf nl o Cardanic

o Crsplarts har e O mrjucins an ban 5 reer glainds practe o el
s e tha e e b prvek B e e o e
s Ferrwtine, ity nr ot & seepleris ek e bl praeegtle sl Gl

Ll I i i
it Sl vk, (o g e i o
i e rr—- : n—-r:::
i
TR e [ — [ vl
Erni - o dea et by Tomd e
EMNAT 2003
o mr
hbu
1|:Ir 'r|-| L .-1r|'\.- ]




. European Network for
. Accessible Tourism

The ENAT Code of Good Conduct

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
INn our activities.

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

http://www.accessibletourism.org/?1=enat.en.enat-code-of-
good-conduct 36
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The ENAT Code of Good Conduct

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. 37
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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/?1=enat.en.enat-code-of-
good-conduct 38
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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: .....ccovvieiiiieee,

Position: ........c.ccoeveiiiveineee,

Email: ..o, :

Telephone: ...

Signature: .......cooeeiii i,

Date: .................. 39



The ENAT Code of Good Conduct is

exclusive to Members of The European European Networi fr
Network for Accessible Tourism non-profit ENAT 2009
association

http://www.accessibletourism.org/?1=enat.en.enat-code-of-

good-conduct

40
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www.accessibletourism.org

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

Thankyou



