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Recommendations for tour operators, travel agencies and travel agents

Tourism plays a key role in economic development and delivers a series of benefits. However, tourism must be
sustainable, and, inclusive of all people, regardless of our abilities or age group, visitors and locals alike. By
including accessibility and Universal Design principles3 from the beginning, investment costs over the
business life-cycle can be kept to a minimum. By committing to equality, tourism companies become more
sustainable, attract new audiences and can employ people with functional diversity, generating
business opportunities and greater product differentiation.

Inclusive policies make it possible to create a supply of accessible tourism offerings. Moreover, entrepreneurs
who apply a ‘design for all' approach can offer quality services that position them better in the market by
addressing the needs of a wider range of travellers.

The absence of globally agreed regulatory and guidance tools still makes it impossible to benchmark
destinations in terms of their level of accessibility. ISO Standard 21902 establishes a comprehensive set of
guidelines for key players in the tourism value chain to support their efforts in making their infrastructure,
products and services accessible. The “How to apply ISO Standard 21902" collection of guides highlights the
key aspects of this tool for administrations, accommodation establishments, transport facilities and tourism
resources and its implementation in companies and services.

Tour operators, travel agencies and travel agents play a pivotal role in helping customers choose
arrangements that best suit their specific access requirements. These companies and professionals can
use the international guidance tool ISO 21902:2022 to implement accessibility criteria, either if they
operate from within a physical space, online, or, through both channels.

Accessibility training, criteria and standards are essential to understand what each client needs, to
collect and convey crucial information, and to foresee complementary services for customers to meet
their access requirements.

11SO 21902:2021 Tourism and related services — Accessible tourism for all — Requirements and recommendations (English original), https://www.iso.org/standard/72126.html. UNE-ISO 21902:2021 Turismo y servicios relacionados. Turismo accesible para todos. Requisitos y recomendaciones.

(Spanish translation), https://www.une.org/encuentra-tu-norma/busca-tu-norma/norma?c=N0066245.

2 Any of these companies can operate from within a physical space, online or in both modalities. Digital booking platforms are therefore included in these target groups.

3 The 7 Principles of Universal Design, https://universaldesign.ie/what-is-universal-design/the-7-principles/.
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Why should we care about accessibility?
Universal accessibility in tourism is about:

—

. New revenue streams, innovation and improved business results

. Equality, diversity and inclusion

. Understanding the integrity of the accessible tourism value chain

. Ensuring the provision of infrastructure, products and services suitable for all people
. Environments enjoyed by both tourists and local people

. Improvements in people's comfort, safety, life quality and wellbeing

. Change of mindset by fostering the sector’s interest in accessibility

. Consumer loyalty and worker satisfaction
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. Coordination between administrations, private sector and local communities
10. Working with knowledgeable, experienced, and certified accessibility experts
11. Training and continuing education of professionals in the tourism sector

12. Quality of service and quality of life
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Why is ISO Standard 21902 relevant to me?
It provides me with tools to:

Identify and eliminate all kinds of access barriers in my products and services

Promote destinations and businesses that undertake access improvements

Ensure the integrity of the tourism value chain

Raise awareness among the general public, suppliers and service providers

Train tourism and travel professionals

Analyse the offerings of competitors and understand the market trends

Gain knowledge on the benefits and business opportunities that accessible tourism entails
Optimize customer service at travel agencies

Improve product design, marketing and promotion

Deliver quality accessible experiences and an excellent customer service

Work together with organisations of persons with disabilities
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As a tour-operator, travel agency or travel agent,
what are my areas of action according to 1SO 21902?

We should actin 11 different areas:

AREAS* ACTIONS
I Analyzing accessibility levels of the supply and the ® Hire accessibility experts to analyze concerns of customers with disabilities when planning and booking a
demand for accessible tourism experiences; Making sure holiday.
TRAVEL PRODUCT that accessibility of all value chain links is evaluated prior ® Engage certified accessibility specialists to audit destinations and companies, according to technical criteria
RESEARCH to offering any accessible product. defined in international standards.

® Gather evidence, facts and photographs so the customers can judge for themselves if their requirements will
be met.

® Measure heights, widths, weight capacities, slopes and lighting levels, among other elements.

® (ollate measurements of service providers’ offerings within an access guide, catalogue or property information
form, in accessible and alternative formats.

4 The brief descriptions of the areas do not include official definitions approved by UN Tourism, but rather tourism concepts in the context of universal accessibility and accommodation.
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AWARENESS-
RAISING AND
TRAINING

PRODUCT

DEVELOPMENT

AREAS

ACTIONS

Helping travel agents and service providers have a full ® Raise awareness on Universal Design principles and accessibility information transparency as key drivers of
grasp of the economic opportunities that accessibility service quality.
entails; Enhancing hands-on skills of the industry ® Inform companies about the business and brand value advantages of better access, based on market data.
professionals with the help of specialized accessibility ® Demonstrate that some easy access solutions are free of costs once the companies understand what their
trainers. customers actually need.
® Train tourism professionals of supply chain providers and your own company, at all levels, including
decision-makers and front-line staff.
® Educate tourist guides, tour group escorts, drivers and other key professional profiles on accessibility and
interaction with end-users with specific access requirements.
® Make sure your staff has adequate skills in face-to-face, telephone, digital and video communication.
® Ensure role-specific training with demos which goes beyond the appropriate interpersonal communication
or disability terminology.
® Provide skills on the use of modern technologies, artificial intelligence, virtual reality and robotics that make
the travel experience more inclusive.
Bundling a wide range of accessible services within ® Match market trends of the demand with the product development, following data collection.
‘mainstream’ offers, created by tour-operators and ® Design and validate barrier-free tours with qualified experts, with or without disabilities.
supply chain providers; Enabling conditions of ® Create accessible itineraries that enable a more enriching travel experience and wellbeing of all travellers.
autonomy, comfort and safety, throughout the trip. ® Negotiate with hotels preferential contracting terms if they train personnel, assess and certify their
accessibility levels.
® Work with destinations and businesses to promote and sell accessible tourism experiences in mid-and
off-season periods.
® C(Collaborate with public administrations to commercialize subsidized products tailored to senior travellers.
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CATALOGUE AND
MARKETING OF
PRODUCTS
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ACCESSIBILITY
DOCUMENTATION
AND
INFORMATION

AREAS

ACTIONS

Organizing and promoting market-ready tourism
resources into categories, destinations and experiences;
Making it possible for staff and clients to have a
comprehensive overview of the commercial offer.

Organize and feature all accessible tourism offerings in a systematic manner, in accessible formats.

Include details on accessible transportation, accommodation, sightseeing, food and beverage and MICE? services.
Facilitate a list of tourist information offices, natural, outdoor and adventure activities, and cultural tourism
attractions.

Complement the catalogue with accessible leisure and entertainment, shopping, sports, wellness, healthcare,
and banking services, by specifying their accessibility features.

Participate in fairs to highlight your catalogue products, business results and client satisfaction scores.

Position accessible products on the mainstream market and manage marketing strategy to promote the
catalogue nationally and internationally.

Produce eBooks, engaging travel guides, insightful blog posts and informative videos, in accessible formats.
Use personalized email marketing, user-generated content and social media, in accordance with data protection laws.

Providing essential and detailed information to clients in
accessible formats, allowing for informed choices;
Assisting clients who find it difficult to communicate to
get their message across, by using adequate tools.

Provide up to date, accurate, detailed, clear, comprehensive and trustworthy information about accessible
services and products, in accessible formats.

Inform about the accessible facilities to board the aircraft, train, bus, coach or ship, or use local public
transportation.

Facilitate direct contact details of personal assistance and support services to customers

Make your website a single access point for information, enquiries or bookings.

Regularly update accessible web content, including texts, images, forms, multimedia and mobile Apps that
comply with international accessibility standardss®.

Ensure accessibility of the user content software, such as browsers, multimedia players, plug-ins, chat and
assistive technologies.

Hire software experts to design web content and editing tools, document conversion and content
management systems, blogs and database.

5 Meetings, incentives, conferences and events.

6 Web Content Accessibility Guidelines should be used in these situations. They can be consulted online: WCAG 2 Overview | Web Accessibility Initiative (WAI) | W3C
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\"

PRE-TRIP
PLANNING

Vil

DURING-THE-TRIP
AND POST-TRIP
SUPPORT

AREAS

ACTIONS

Arranging services to ensure tailor-made accessible
holidays; Advising on one-on-one support, personal
assistance, practical details, logistics and travel
scheduling.

Arrange accessible transportation, accommodation, transfers, car rental or MICE services and specific activities
at the destination.

Advise clients on accessible attractions and their accessibility features, as well as the ways to purchase
tickets independently.

Give guidance to clients on insurance policies that cater to their needs, making sure they fully understand the
coverage.

Make use of a customer-care disability needs form to record access requirements, ensuring that consent is
given to share personal data.

Reach out to personal assistance providers to inform of your clients’ individual needs.

Convey information securely, considering data protection regarding disabilities, health conditions or dietary
restrictions.

Assist in renting mobility devices.

Providing quality customer experience and
problem-solving from start to finish, and further
beyond; Nurture clients’ confidence during the trip
and for future holidays.

Advise clients on main communication channels during the trip.

Foresee language barriers and communication requirements of deaf customers, and other access-friendly criteria.
Anticipate personal assistance services beyond transportation since they may be demanded throughout the
journey.

Ensure access for customers with assistance animals throughout the trip.

Assist in mending and repairing mobility aids, orthopedic and hearing aids, in the event of an emergency or
unexpected circumstances.

Facilitate contact with health-care services, or vet facilities in case of service animals.

Measure general satisfaction rates through surveys and personal follow-up calls.

Revert to customers in an expedient manner on the actions taken to address their feedback and complaints.
Make sure problems encountered by clients are adequately addressed and fixed by travel and tourism service
providers.
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VIl

CREATION OF
BARRIER-FREE
ENVIRONMENTS

IX

TOUR
OPERATORS

AREAS

ACTIONS

Ensuring accessibility of companies operating both ® Make possible for people with disabilities to approach, access and use office areas, furniture, equipment and
within a physical space, as digital platforms or in both sanitary facilities, without barriers.
modalities; Implementing accessibility adjustments ® Ensure there are accessible routes with accessible signage to move around easily, in physical spaces.
and quality control. ® Implement maintenance, evacuation and security plans designed by qualified accessibility specialists, within bult
environments.
® Make available printed and digital materials in accessible formats and ensure websites and digital booking
systems are accessible.
® Publish an access guide on your website describing the accessibility features of your premises and services in all
environments.
® Hire staff with disabilities and prioritize suppliers with inclusive employment policies.
Creating products, packages and itineraries that cater ® Perform first-hand research of physical accessibility of hotels, attractions, food and beverage establishments, as
to clients of different shapes and sizes, disabilities and well as transportation services.
age; Understanding that each client with a disability or ® Document the accessibility and ensure that it is accurate, detailed, clear, comprehensive and trustworthy.
access needs has individual and specific travel interests. ® Provide pre-trip planning and during-the-trip services to customers, including personal assistance arrangements.
® Promote accessible travel destinations at domestic and international level.
® Showcase diverse demographics in the promotion of your services by including people of different ages and

abilities in the commercial materials.
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X

TRAVEL
AGENCIES

X

TRAVEL
AGENTS

AREAS

ACTIONS

Promoting and selling accessible experiences that ® Engage certified accessibility experts to deliver training to your agents.
meet the requirements of a wide range of clients; ® Require all agents to take basic disability awareness training and offer optional advanced training.
Working with tour-operators who create accessible ® Hire certified accessibility experts to assess the accessibility of your current vendors, according to
products based on first-hand research and audits. international standards.
® Sign contracts with tour operators who create accessible products and packages.
® C(reate dedicated accessible tourism marketing resources so that individual agents do not have to generate
their own accessible travel content.
Ensuring a seamless customer service and feedback ® Take basic disability awareness training to be able to address specific access requirements of a wide range
from suppliers and staff; Organizing accessible of customers.
holidays either as a freelance self-employed travel ® Participate in capacity building programmes specifically tailored for travel agents, to better cater to the
agent or as one working for an agency. untapped disabled demographic.
® Advocate for accessibility by asking your travel agency to provide certified-accessible travel and tourism
products, training, and marketing.
® Bearin mind the positive impact of the word-of-mouth referrals of customers with disabilities and their

loyalty to trusted agents.
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