
Accessible Tourism  

Seminar  

Veroniek Maat 



Programme 
 

16:00 Veroniek Maat  
 ENAT & Accessible Travel NL  

  Welcome and Introduction 
 ENAT and ñeAccessPlusò 

 

16:10 Chris Veitch  
 Access & Tourism Consultant, ENAT  

  Accessibility and Customer Care 

 

16:15 Andrew Daines  
 Tourism Consultant  
 Quality in Tourism 

 

16:20 Alexander Rehm NVG 
 Head of Online Technologies 

  Accessibility information in 

  tourism marketing 

 

16:25 Ross Calladine VisitEngland 
 Skills, Welcome & Accessibility   

  Manager Accessible tourism market 

 

16:30 Brian Seaman  

 Tourism for All UK 

 Access Statements for Tourism 

 Businesses 

 

16:35 Bert Morris 

 Bert Morris Consultancy Services 

 The FIA Guide for the Disabled Traveller 

 

16:40 Magnus Berglund Scandic Hotels 

 Disability Ambassador 

 Making Every Visitor Feel Welcome 

 

16:45 Andy Wright  Accessible Travel & Leisure 

 Accessible Cruises, Accessible Travel 

 

16:50  Chris Veitch ...introducing... 

 Two new books on Accessible Tourism: 

 I. Theory and Concepts 

 II. Best Practices 

 

16:55 Louis DôAmore - South Africa 

 Accommodation Grading Scheme  

 

17:00  Veroniek Maat 

 Questions and Answers 

 



European Network for Accessible Tourism 

  

 

ENAT 

...is a non-profit association of organisations and 

individuals from the private, public and NGO sectors.  

 

Mission: 

Our mission is to make European tourism 

destinations, products and services accessible to all 

visitors and to help promote Accessible Tourism 

around the world.  



European Network for Accessible Tourism 

ÅEU pilot project: ñMainstreaming disability policies in the 
tourism sectorò (2006-2007).   

ÅFounded by tourism and disability organisations 
including...VisitBritain, Greek Ministry of Tourism, ONCE 
Foundation, Access Sweden, ANLH & TGB Belgium, 
Disability Now - Greece, EWORX S.A.  

Å2008 - Established as a non-profit NGO in Brussels 

ÅNow with about 200 members in 30 countries. 

ÅA multi-stakeholder network of tourism and travel 
businesses, tourist authorities, NGOs, researchers and 
professionals.       

 



European Network for Accessible Tourism 

    4 Year collaboration agreement between ENAT, 

UNWTO and ONCE Foundation, Spain has just 

begun, to develop projects on  

ïGlobal awarenessïraising initiatives 

ïAccess tourism guidance for the tourism sector 

ïBest Practice ï Business Cases  

ïTraining materials for tourism managers and staff  





The eAccess+ thematic network builds the cooperative 
online platform for: 

ïCoordinating, 

ïSupporting and 

ïImproving 

the implementation of eAccessibility throughout Europe. 

 ò 

ñ 

www.eaccessplus.eu 

Project 



Why eAccessibility: The growing divide 

Accessibility 

Hosts 



I. Web 
Accessibility 

ωWAI-WCAG 2.0 

ωAccessibility 
statements 
on web pages 

ωAccessibility and 
new web 
technologies 

ωEvaluation: 

ωMethodology 

ωAutomatic tools 

II. Accessible 
communication 

ωAccessible digital TV 

ωTotal Conversation 

III. Self-service 
terminals (SSTs) 

ωBanking & finance 

ωeGovernment & 
eVoting 

ωTransport 

ωTourism & Cultural 
heritage 

Areas of Activity 



I. Web Accessibility 

Å Communicate with all your customers! 

Å Check the accessibility of your website 

Å Use accessibility guidelines: WAI / WCAG2.0 

Å Include accessibility  
statement on web pages 

Å Use automatic evaluation  
tools 

 



III. Self-ǎŜǊǾƛŎŜ ǘŜǊƳƛƴŀƭǎ ό{{¢ǎύΧ 

eAccess+ for advice on SSTs : 

ÅBanking and finance 

ÅeGovernment and 
eVoting 

ÅTransport 

ÅTourism and 
cultural heritage 



eAccess+: Information HUB 

A semantically enriched 
guide and link to  
eAccess-ibility 
resources 

Come and get involved! 
«HUB¬: 

http://hub.eaccessplus.eu 



Get involved: Web 2.0 

Follow eAccess+ 
Å Event co-operation 

Å Workshops, training, 
consulting 

Å ePractice 

Å Twitter 

Å Facebook 

Å LinkedIn 

 



eAccess+:  
Benefits for tourism sector 

 

eAccess+ 

Gate to 

Network 

Show  
CSR 

Become 

Early 
Adopter 

Get 

Guidance 



eAccess+: Come and get involved! 

www.eaccessplus.eu 

 ̇
̆
  
 



Accessibility and Customer Care 
 

Chris Veitch  

European Network for Accessible Tourism 
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ñThe most positive experiences 

were to be found at 

properties where there was a 

high level of customer 

service and awareness from 

staff.ò 
 

Focus Group: 

VisitBritainôs Access Consumer Research 

Accessibility = Quality 
 

../../../Documents and Settings/Compaq_Owner/Local Settings/Temp/Smiling lady


it's not all about one 

 group of people! 

ÅDisabled people, young family, extended 

family, older people 

ÅNot all disabilities are visible 

ÅImportant to segment across a whole range 

of different needs 

ÅPeople may have different needs according 

to their personal circumstances 

ÅDon't make assumptions about people's 

needs or requirements 

ÅFocus is on individual and quality of service 



See the person not the disability 

 

wheelchair low access.jpg
blind taxi aid.jpg


ENAT Accessible Tourism Seminar 

Disability confident companies benefit 
from improved reputation and word of 
mouth recommendation from disabled 
customers, who have a combined 
annual spending power of £80 billion. 

 
Employers Forum on Disability 

The potential 
 



ENAT Accessible Tourism Seminar 

Åуо҈ ƻŦ ŘƛǎŀōƭŜŘ ǇŜƻǇƭŜ ϥǿŀƭƪŜŘ ŀǿŀȅΩ 
unable/unwilling to make a purchase 

ÅThe most important factor was inaccessible 
premises 

ÅOther important factors: lack of physical 
adjustments in store; that staff were rude 
or appeared prejudiced, staff weren't 
disability aware 

Å inflexible service or unwillingness to make 
adjustments 

 

Employers Forum on Disability & Radar survey 2006: 

 

 

 

The Walk Away £ Survey 



ENAT Accessible Tourism Seminar 

Service Experiences 

Å 66% of disabled people choose businesses where they have received 
good customer service.  

Å For 37%, good disability service is the primary reason for choosing a 
business.  

Å 58% of disabled people say how they are treated affects the shopping 
habits of their friends and families.  

Å 67% of disabled customers had sought out businesses whose customer 
service they had heard good things about.  

ÅMost heard about good customer service from other disabled friends 
and family (53%); non-disabled friends and family (31%) 

 

 



ÅDisability awareness training for staff 

ÅDonôt be daunted by a long list of rights 

and wrongs 

ÅHave confidence 

ÅAlways ólistenô to the customer 

 

See the person not the disability 
 



Quality in Tourism 

Andrew Daines 
Travel and Tourism Industry Consultant 

 
 

ENAT Seminar on Accessible Tourism 
World Travel Market, London, 9 November 2011 

 



Potential barriers to tourism 

VisitSomewhere.com 

Source: VisitBritain Images 

Great hotels 

History and  heritage 

Fun for all 



Types of accessibility information 

ÅΨbŀǘƛƻƴŀƭ !ŎŎŜǎǎƛōƭŜ {ŎƘŜƳŜΩ ǊŀǘƛƴƎǎ 
ïRobust standards, ratings awarded by                  

trained assessors 

ÅTourism Product Database fields 
ïLow cost, high volume 

ïNeed to be clear and unambiguous 

ÅAccess statements 
ïAllows the tourism business to describe fully their 

facilities   

ÅReliable third party sources of data 

 



 



 



LǘΩǎ ŀƭƭ ŀōƻǳǘ ǘƘŜ ǿŜƭŎƻƳŜΧ 

 



Thank you 

Andrew Daines 
Travel and Tourism Industry Consultant 

 
 

andrew@andrewdaines.com 
www.linkedin.com/in/andrewdaines 

 



 



 



 



 



 



 



 



 





 



 



 



 



 



 

 

 

Tourism For All UK 
 

 

Access Statements 

 

Brian Seaman 

Tourism for All Services Ltd 



 

 

 

  

 

 

 
 



Tourism for All UK 

 

ÅQ/ What is an Access Statement? 
 

ÅA/ An Access Statement is a description of  

 facilities and services to inform disabled people 

 about what they can expect at accommodation or 

 attraction. 
 

 Ideally this should include images for those who 

 do not speak your language. 

 



 

 

 

  

 

 

 
 



Tourism for All UK 

 

Access Statements should include information about: 
 

ÅAccessible transport links / local area 

 (eg: local website links / equipment hire) 
 

ÅParking for disabled people  

 (eg: barriers including height, distance from entrance) 
 

ÅAccess into the hotel  

 (eg: steps / ramps / lift sizes / any weight restrictions) 

 

 



Tourism for All UK 

 

Access Statements should include information about: 
 

ÅInformation available in alternative formats  

 (eg: large print menus) 
 

ÅAccess to public areas, bars and restaurants 

 (eg: steps / ramps / size of lifts / weight restrictions) 
 

ÅAccessible toilets 

 (eg: this might include information about handrails / 
emergency cord) 

 
 



Tourism for All UK 

 

ÅAccess Statements should include information about: 
 

ÅAccessible bedrooms 

 (eg: twin / zip & link / double bedded / height of beds / 

emergency evacuation arrangements) 
 

ÅAccessible bathrooms 

 (eg: level access / space under hand basin / roll-in 

shower / no step into shower / shower seat / 

emergency cord)  

 

 



Tourism for All UK 

 

ÅAccess Statements should include information about: 
 

ÅInduction loop facilities (for hearing aid users)  

 (eg: at reception / in the bedroom / meeting rooms) 
 

ÅAccess to conference facilities 

 (eg: steps / ramps / size of lifts / weight restrictions)  
 

ÅAccess to leisure facilities 

 (eg: swimming pool / garden) 

 



For further information or advice please contact : 

 

Brian Seaman 

 

Tel: +44 1293 776225 

 

E-mail: brian@tourismforall.org.uk 

 

Website: www.tourismforall.org.uk 



 
 

 
 

World Travel Market: 

Accessible Tourism  
 

The FIA Guide for the 
disabled traveller 

 

Bert Morris  

Disability Consultant 

 

 

 

http://www.fia.com/


 
 
 
 
 

 Why are there disability parking permit schemes? 
 
 Å Started in early 1970s 

Å Now there are many schemes worldwide 

Å Their purpose: 

ï Identify someone with a mobility handicap 

ï Facilitate their mobility 

ï Overcome end-of-journey access barriers 

ï Provide reserved parking spaces / parking privileges 

ï Issued to car drivers and to passengers 

ï Can be used in many countries worldwide (reciprocity) 

 

 

Å                       

 

http://upload.wikimedia.org/wikipedia/commons/7/77/International_Symbol_of_Access.svg
http://www.fia.com/


 
 
 
 
 
  

Parking permit schemes around the world 
 
EU / EEA 

ï All member states have a scheme 
ï Most have adopted the European standardised model (Blue Badge) 
ï Parking permits of visitors from other EU/EEA member states recognised 
ï Many recognise the parking permits of visitors from outside the EU / EEA 

USA & Canada 
ï All states have a parking permit (placard) scheme 
ï Many recognise the parking permits of overseas visitors 

Oceania 
ï New Zealand and all Australian states have schemes 
ï All recognise the parking permits of overseas visitors 

Other regions 
ï Schemes in Central & South America, Asia and  Middle East 

  

 
 
 
 
 

http://www.fia.com/


     
 

 
 

Disability parking permits and tourism 

 

How many disability parking permit are there? 

 

Å There are 2.5 million holders of disability parking permits in England 

Å р ǇŜǊ ŎŜƴǘ ƻŦ 9ƴƎƭŀƴŘΩǎ ǇƻǇǳƭŀǘƛƻƴ ƘŀǾŜ ŀ Řƛǎŀōƛƭƛǘȅ ǇŀǊƪƛƴƎ ǇŜǊƳƛǘ 

Å If England is world average, then parking permits may be held by: 

ï  нр Ƴƛƭƭƛƻƴ ƻŦ ǘƘŜ 9¦Ωǎ рлл Ƴƛƭƭƛƻƴ ŎƛǘƛȊŜƴǎ 

ï мт Ƴƛƭƭƛƻƴ ƻŦ ǘƘŜ ¦{! ϧ /ŀƴŀŘŀΩǎ орл Ƴƛƭƭƛƻƴ ŎƛǘƛȊŜƴǎ 

ï мΦо Ƴƛƭƭƛƻƴ ƻŦ !ǳǎǘǊŀƭƛŀ ŀƴŘ bŜǿ ½ŜŀƭŀƴŘΩǎ нт Ƴƛƭƭƛƻƴ ŎƛǘƛȊŜƴǎ 

 

 

 

http://www.fia.com/


Disability parking permits and tourism 
 
What do they mean for tourism? 
 
Å aŀƴȅ ǇŀǊƪƛƴƎ ǇŜǊƳƛǘ ƘƻƭŘŜǊǎ ŎŀƴΩǘ ǘǊŀǾŜƭ ǾŜǊȅ ŦŀǊ 
Å But many others have travelled all their lives and will continue 
Å Some will travel in their own car, some will be passengers with their family, others will 

fly/drive  
Å They will look for welcoming destinations that cater for their needs 
Å Acceptance of their parking permits will be a welcoming sign 
Å People with disabilities are a huge and expanding market  
 

 

    

http://www.fia.com/


 
 

 
Thank You! 

Please add the link to the 
FIA Guide to your web 

site 
English: www.fiadisabledtravellers.com 

 

Italian: 

       www.fiadisabledtravellers.com/it  

 

 

 

 

http://www.fiadisabledtravellers.com/
http://www.fiadisabledtravellers.com/it
http://www.fia.com/


Scandic  
ςaccessibility for all 



At Scandic you are not disabled,  
at Scandic you are our guest 

We include guests - we do not exclude. 



A list with 110 items, 90 of which are compulsory. 
How is our hotel doing? 

Scandic Accessibility 
Standards 



First in the world 
Scandic is the first hotel chain in the world to offer detailed 
online information about the interior of individual hotels. 
 
1. Go to the hotel's website.  
2. Select «Facilities¬  
3. Select «Special needs¬ 
 
Make sure that the information about our hotel  
is correct and that nothing is missing, etc. 



Accessibility 
permeates all 
our concepts 

Shop 

Meetings 

We believe in 
everyone's right to be 

treated the same 

Breakfast Kids Gym 

Accessibility Kids 



Disability Ambassador 

Scandic is the first/only hotel chain to have a Disability Ambassador 
He has been employed since 2003 
Tel. 08-517 350 77 
magnus.berglund@scandichotels.com 
 
We welcome any tips, advice or questions you have! 
 
 

















Two new books on Accessible Tourism ramme 

I. Accessible Tourism:  
Concepts and Issues (2011) 

Edited by Dimitrios Buhalis 

(Bournemouth University) and 

Simon Darcy (University of 
Technology, Sydney) 

II. Best Practice in Accessible Tourism: 
Inclusion, Disability, Ageing Population 
and Tourism (expected  January 2012) 
Edited by Dimitrios Buhalis (Bournemouth 
University), Simon Darcy (University of 
Technology, Sydney) and Ivor Ambrose 
(European Network for Accessible Tourism 
- ENAT) 

Level: Postgraduate, Research / Professional, Undergraduate 



Two new books on Accessible Tourism ramme 



Two new books on Accessible Tourism ramme 



Two new books on Accessible Tourism ramme 

Special Offer ς buy both books for £ 40  



Integrating universal 
accessibility standards across 

southern Africa  

Southern Africa  
Harmonize  

accommodation  
grading scheme 

 
 


