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Introduction

 The tourism industry is a complex system

— independent providers of products and services that often have
conflicting needs, wants and interests

— tourists with and without disabilities have prerequisites, abilities,

SEYYITLY

,It‘s normal, to be different”
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Introduction

e The potential players involved in the provision of accessible tourism
products range from

— specialized operators that exclusively serve this market to

— mainstream providers that are often not yet concerned with accessibility
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Introduction

e (Categories of stakeholders
— Customers with our without disabilities
— Tourism providers (i.e. venue owners, harbourer, service personnel, etc.)
— Tourism intermediaries and vendors

— Organizations and single persons creating the physical environment (i.e.
architects, construction and sanitary firms)

— Marketing industry

— Transportation providers

— Sport, culture and leisure time providers
— etc.

A match of all stakeholder interests is necessary for a successful
realization of tourism for all!
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Introduction

tidhhiida

“It's normal to be different”

* The ability

— to see,

— to hear,

— to use devices

— toread text or

— to process information
varies from

— user to user,

— across time and

— across situations of use.
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Introduction

e What is different with people with disabilities?

— People with disabilities demand for requirements that enable
them to fully participate in daily life as well as in tourism,
leisure and cultural activities

— People with disabilities want nothing special, they want the
same kind of holiday and travel experiences as everyone else!

Source: BMWA 2009
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How to best match stakeholder needs?

e Existing research is lacking of scientific-based results

e But there are practical experiences from model regions and
“trailblazers” in Accessible Tourism —

1

e Practice shows the necessity to build on
legal, social and economic experiences

e Reaching success
— itiis not just a question of legal frameworks

— Itis, more than anything, a matter of public attitudes
and customer service and satisfaction
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The analyses of model regions has shown seven aspects of

SUCCEeSS. (according to Neumann, 2008)

— Commitment of decision makers Al
— Coordination and continuity v

— Strategic planning .’
— Development of infrastructure and offer

— Networking
— Qualification and knowledge transfer
— Communication and distribution
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Aspects of Success

1. Commitment of decision makers

— Support by the local regional tourism management and political commitment

— Support of people that have the «penetration power» to achieve ambitious
aims

— Awareness about accessible tourism

— Accessibility / Design for all is respected in tenders, public fundings, etc.

2. Coordination and continuity
— A coordinating person or organization is assigned and financed.
— Financial budget plans for a sustainable implementation

— Persons in charge have to belief in the success of the project in order to
continuously extend activities and the partnership
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Aspects of Success

3. Strategic planning

— Accessible tourism can be implemented by single actions but is more
successful when planned strategically

— Use tools for strategic planning like analysis of the strengths and weaknesses,
development of a mission statement and strategies, etc.

— Strategic planning compass accessibility as an integral part of all planning and
public relation activities. Travel panaing and

decision making
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Aspects of Success

4. Development of infrastructure and offer
— Accessibility products and services along the whole tourism service chain
— Full accessibility of key attractions
— Consideration of infrastructure and adaptability according to specific needs
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Aspects of Success

5. Networking
— Include stakeholders from the beginning

— Networking among local players (from the tourism and non-tourism sector) as
well as with external stakeholders is crucial

— Assign responsibilities within the network

— Integrate people with disabilities in the planning and decision making to
design and offer valuable, accurate and reliable services and information
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Aspects of Success

6. Qualification and knowledge transfer
— Service providers and employees have to be sensitized and qualified

— Referring to the aspect of networking a knowledge transfer and personal
coaching i.e. regarding practical experiences between partners is crucial

ENTER 2011 Slide Number 13



Competence network
“ I *I information technology to support the E NT E R
integration of people with disabilities

Aspects of Success

7. Communication and distribution

— Often tourism providers that offer accessible products and services fail to
communicate this fact

Advertise accessible features, products and services (distribution of complete
and reliable information)

— Offer information in an accessible way (e.g. Accessible Webpages)

Definition of goals, target groups and communication strategy
— Continuous advertising and public relations activities

TRE
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Summary

Individual model regions demonstrate that

IH

— a match of “all” stakeholder interests is possible

— Accessible Tourism is an indicator for quality, a trademark, an image forming
factor and can be a competitive advantage

— to make Accessible Tourism a success story accessible services and products
along the whole tourism service chain are needed

— Accessible Tourism can be implemented by single actions but is more
successful when planned strategically

— accessible offers are interesting for a wide group of customers not only for
people with disabilities
— successful accessible tourism implies:
e physical accessibility (hotels, sights, restaurants, sport and leisure, infrastructure, etc.)

e accessibility information (complete and reliable)
e accessible information (e.g. accessible Webpages)
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Thank you for your attention!

Contact:
Dipl.-Ing. Dr. Franz PUhretmair

Competence network information technology to support the integration
of people with disabilities (KI-I)
Hafenstral3e 47-51
A-4020 Linz

Phone: +43-732-9015-5491

e-Mail: fp@Kki-i.at
Internet; www.Ki-i.at
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