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Accessible Tourism Experiences...
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Accessible Tourism Destinations

Northern Ireland
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Accessible Tourism: A Global,
Multi-dimensional Phenomenon

Eco-tourism for Al

Accessible Travel: Wheelchajr Access Tour to the
Galapagos & Amazon




Accessible Tourism: A Global,
Multi-dimensional Phenomenon

Greeters
meet an
overseas
visitor

“* Remembering our friend, colleague and
global mentor, Dr. Scott Rains



Accessible Tourism: A Global,
Multi-dimensional Phenomenon

Take your time




Accessible Tourism: A Global,
Multi-dimensional Phenomenon

Taxi!

- NO pre-
booking
required




Accessible Tourism: A Global,
Multi-dimensional Phenomenqn

Cultural
experience



Accessible Tourism: A Global,
Multi-dimensional Phenomenon

Guided
Theme Tours

with
Multimedia

Gallerie dell'Accademia,
Venice




Visit: www.accessibletourism.org
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ENAT Members S sENAT

' European Network for

— the NTOs’ Learning Group W e
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Accessible Tourism

ENAT Members ‘{ SENAT

— the NTOs’ Learning Group
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ENAT

European Network for
Accessible Tourism

ENAT Members

v

— the NTOs’ Learning Group

Functions of destination management organisations

- Take the Lead on development of sustainable destinations

- Information management: promoting their destinations

- Policy-led, top-down approach

- Responsibility to deliver accessible products and services

- Championing accessibility for all ey

- Defining “best practice” AL "J‘@“ -

- Guiding businesses e /f‘/_,_

- Monitoring performance | Ol
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! 'l

Easy does it

rwe o m laeme e tevet e B e e

B

R



Accessible Tourism

ENAT Members & SENAT
— the NTOs’ Learning Group .

 Road maps
 Guidelines
 |ncentive schemes

« (Case studies
 Data collection

...and Peer Support!




Business Support Resources

National Accessible Scheme

Fatr Sarviced Sa¥ Catering Hartel and Campen Accommadation

Veitingland

VisitEngland”

Awards for
Excellence
: b —2014—
Colin Brown - The Deep Access for All

GOLD
| WINNER

Access Statement Tool

Provided for you by VisitEngland

VisitEngland
Four ood reasons to have an Access Statement.... ACCESS
Your Access Statement MORE
o Mrwmum requrement for VistEngland accommodation and visitor s
Ade: T P i s attraction qualty scheme members
to Inform people with access needs o Can help you to meet your cbigations under the Equality Act 2010

{replaced the Disablity Discrmination Act on 13t October 2010
* Marketing opporturity, nforming your visitcrs n one concise document
* England's population 15 3peing 3nd aimost 1 in § people are disabled
New user? Start at Step 1.

terms & coodtiay

o Create & print your 0 Gather your o Complete your Access o Download your Access
Statement online Statement
form
L] Make avalabie to

potential customens

Take the lead

A guide to welcoming csstamers

with assistance dogs

—
S == /o rEnglasd &

Tl

B CHeond



Flanders: Heading for an accessible
travel destination
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OBSERVATORIO DE

ACCESIBILIDAD UNIVERSAL
DEL TURISMO EN ESPANA




TURISMO DE ) {
PORTUGAL
ORILG AND

Accessible Tourism Programme



Portugal - “All for All” Programme

National Accessible Tourism Support programme

« 5§ MEURO budget for 2016-17,
extended to 13 Million EURO

« Applicants may be businesses or destinations

« Grants of 90%

« Up to 200,000 EURO per project

* Applicants define their own priorities and requirements

Turismo de Portugal is following up the projects to extract
learning and define new targets for adjusting their
investment programme.
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Resources for Accessible Tourism

Development

UNWTO Brochure for World
Tourism Day, Bangkok, 2016 -
Developed with the support of
the ONCE Foundation for social
and economic inclusion of people
with disabilities and the European
Network for Accessible Tourism .- ¢
(ENAT) W promoting universal == s ‘
...and other UNWTO guidelines B e ooy con :

http://ethics.unwto.org/en/content/accessible-tourism

World Tourism Day 2016




Resources for Accessible Tourism

Development
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Resources for Accessible Tourism
Development

N World Tourism Day 2016

“Tourism for All -

B Good Practices in the
| Accessible Tourism Supply Chain X




1. Accessible Heritage Tourism:
Best Practices of Universal Accessibility in India

Red Fort, New Delhi © CABE




2. Exhibition of 3-D copies of
Works of Art from the Prado Museum's
Collection, Spain

Leonardo da Vinci's Mona Lisa as a tactile painting
© Pablo Blazquez Dominguez / Getty Images / Ideal Image




3. Everyone Belongs Outside:
Push to Open Nature & the Alberta Parks
Inclusion Plan, Canada

William Watson Lodge, AIerta © Alberta Parks

.




4. Barrier-free Tour Center,
Ise-Shima Region, Mie Prefecture, Japan

Viewing deck, Ise-Shima Region. © Ise-Shima Barrier-free Tour Center




5. Accessible Travel Onllne
Resources AN 77,

Lonely Planet’s
Accessible Travel City Palace, Jaipur.
Online Resources  © Yoko Whyte




6. T-GUIDE: Guiding Visitors with Learning
Difficulties




Standards



International Standard on Accessible
Tourism for All

/AN

ISO

b v

 Anew ISO Standard on Accessible Tourism for All is
being developed under ISO/TC 228

 Led by UNWTO and ONCE Foundation

« Addressing access requirements across the whole
tourism value chain.

https://www.iso.org/committee/375396.html

36



European Standard on Public Procurement of

an Accessible Built Environment

A new Standard on Public Procurement of an
Accessible Built Environment is being developed
under European Commission Mandate M420
« Developed by a Team of Experts, producing:
 The new European Standard,
« A Technical Report with Example Solutions
« A Technical Report with Conformity
Assessment Procedures.
« Addresses accessibility requirements as part of
public procurement

« Will support the new “European Accessibility Act”

https://www.cencenelec.eu/standards/Sectors/Accessibility/
BuiltEnvironment/Pages/default.aspx

37



Web Accessibility ... information standards

W3¢ WAI-AA Accessible Website, (Web Content Accessibility Guidelines
~ WCAG 2.0 WCAG Level AA)

» Indicated with clear directions:
Call it: “Access for All” or “Accessibility”
(- not “Special Needs” or “Disabled Visitors”, etc.)

« Supported by links to further information in a directory, e.g.
Pantou.org The Accessible Tourism Directory (by ENAT)

* Linked to your own Facebook, Twitter accounts as well as
other Social Media sites - disabled bloggers, apps etc.

And available in alternative formats

« Large Print
« ‘Easy Read’ format
« Video Guides with sign language and sub-titling

* Promotional videos with sign language and audio description
* Podcasts

e Publications in Braille



Web Accessibility - New EU Directive WAL [ A

EU Directive on the Accessibility of Public Sector Websites and
Mobile Applications

The European Union (EU) Directive on the Accessibility of Websites
and Mobile Applications requires EU member states to make sure
their websites and mobile apps meet common accessibility
standards. The Directive will be transposed into the laws of each EU
member state by September 23 2018.

Once adopted into the laws of each EU member state, the Directive
sets a timetable for compliance with the new regulations:

* New public sector websites must conform by September 23 2018
» All public sector websites by September 23 2020

« All public sector mobile apps by June 23 2021
https://eur-lex.europa.eu/legal-content/EN/TXT/?uri=CELEX%3A32016L.2102




Measuring Performance



Measuring Performance

Sharing experiences

FTP -

European Federation Tall People

’-ﬁ

~
(

~

https://www.talleuro.nl/




Measuring Performance

Clothing
Travelling: from private (Car,Bike)
and public transport (Streetcar,
light rail Subway, Bus) to business \
travel and holidays (Airplanes,
coaches, trains)

Shoes: from everyday shoes until
sport shoes

Accommodation: hotels, resorts,
bungalows

Camping:

Health: size-related injuries
Hospitals: bed sizes...

...and so on



sible Tourism Blogs

9 - i ;
A I
' -
= -
. ke °
o~ "
.
- gs, A
- & 'y
\
% N
\
X g - ) e
\




Sharing experiences

ACCESSIBLE HUSKY DOG SLEDDING
IN FINLAND

2 ) I T
www.martynsibley.com

Video Blog - Europe Without Barriers - Day 8 - June 2015 - Ljubjlanaa.. ©
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EDITED BY:
NICHOLA DAUNTON



Sharing experiences

Your North
African tourist
guide

El Houssaine Ichen



Accessible Activities at the Destination

Accessibility from start to finish....
Ensuring an inclusive experience for All

- S— ‘g.. ' . ‘
E;; -
- -- & ”-.“ -

N
.....

Erotn /-, T~ o .
- w Ve » — 4" y Sty
> £ - 7 VT . ) - . : ’ . o
. . o . - T e h s
‘ L N . , \LZ o I .
= o i o I Y ¥ el e TR e » id o
s . _ S . v Tt -~ -
A e " : - c o - - b
)’ < " 2 - . Iy v 'S _ ™ -
. o - gt . e AW a : . o, ol o
a .o - - ! - (o
* £
-

by Ferriol-Matrat eS8
o~



Accessible Shore Excursions

- Costa Cruises, AISM and Costa Crociere Foundation

Development of inclusive “Adagio Tours” with AISM trained access
aL Ak e

Costa
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‘ENAT https://pantou.org

European Network for
Accessible Tourism

&




MW- the Accessible Tourism Directory
https://pantou.org

AFRICA



N:ENAT
{ ' European Network for
. Accessible Tourism

https://Pantou.org

The Accessible

Tourism Directory




The European Accessible Tourism Directory

Pantou is the Greek word for "everywhere”

|[dentifies all kinds of suppliers who provide accessible tourism services
Lists suppliers in Europe or in any other region of the world

The accessibility of the supplier’s service(s) is audited either by:

» An international / national / regional Accessibility Information
Scheme (AlS), or by

» A Pantou Access Statement, provided by the supplier (self-
assessment)



http://Pantou.org N
Pa//\%w | = . A7

The European Accessible Ay

Vi ENAT Tourism Directory

W= e Set up with European
Commission funding

» Supports Tourism SMEs

 Includes over 70 types of
services, e.g. cultural
heritage, accommodation,
equipment suppliers, tourist
guides...

« Covers ALL customer types
and access needs

« Over 600 suppliers already
registered

e ° Free of charge to register,
* No Commission
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sENAT

' European Network for
Accessible Tourism
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sENAT

European Network for
Accessible Tourism

Thermae Sylla Spa Wellness Hotel, .‘(
Edipsos, Greece

Customer Groups

Small Children People requiring special diets

People with motor impairments People with respiratory and circulatory
People who use a wheelchair conditions (invisible disabilities)

People of very large or small stature People who are frail, lacking in

Deaf or with hearing impairments strength

People without speech impairments People who use any kind of technical
Blind / low vision / vision impairments  assistive devices 36

People with learning difficulties,



/P/W\xl) : ENAT

o Pantou.org In a nutshell u‘ roposs Motk
u https://www.facebook.com/pantouorg
https://twitter.com/Pantou tourism

 Over 750 registered accessible tourism suppliers

« Over 70 types of Tourism Services on offer

« Catering for 14 types of Customer Access Needs

« Over 30 “Accessibility Information Schemes” provide venue access
data

Pantou-registered Health and Wellness Tourism suppliers
» Over 60 European suppliers in Health and Wellness sector
» 48 Accessible spas and wellness hotels/resorts

» 66 Equipment, Medical and Technical Aids suppliers

» 18 Suppliers of Kidney Dialysis

» 43 Suppliers of Therapeutic Services

» Open to Accessible Tourism providers around the world



www.accessibletourism.org
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World Tourism for All Quality Programme ENAT

Accessible Tourism

v Access policy in place and publicly available.
Quality system in place, equal opportunity employment

v Access Audit of buildings, facilities and services, meeting
the ENAT accessibility criteria

v’ Staff Training in disability awareness and accessibility.

v Accessibility information published in Access Guide

v Accessible Website

S57



ENAT Quality Label - Award Levels NEENAT

Accessible Tourism

Quality Prograsene Ceortificates - Award Criteria

1. Accreditation Seal. 2. Blue 3. Silver and 4. Gold

(Tha examgie o for Be Holel A Accommodation secior. Based on & Chockis! of M1 Reguremerts and 25
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World Tourism for All Quality Programme

Josn ENAT
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ENAT
&

European Network for
Accessible Tourism

Key results of a survey of disabled people and their friends and
families:

95% of respondents said that they 73% had had a trip ruined by
try to find disabled access inaccurate accessibility information
information prior to visiting a venue

87% had experienced misleading or | | 76% agreed that staff training is a

inaccurate accessibility information way in which venues can improve
on a venue’s website their accessibility
67% agreed that provision of 78% said that they would return to

information is a way in which venues venues that have good accessibility
can improve their accessibility

www.euansquide.com




UK Civil Aviation Authority WENAT
— Airport accessibility report, 2017 N (it
Ranking results
Befast City
wunmmnd a
Boumemouth
Bristol
. ' Carditt
1\ Arrivals e
| & Departures ”:"ww
Lt | htip://
Liverpool . publicapps.caa.co.uk/
_ tedmcty | docs/
mt:* 33/20180711%20CAP16
R SRS 79%20FINAL.pdf
Glasgow Prestwick London Stansted
Glasgow Newcaste East Midiands
Humberside Comwall Newquay Exeter
Invemess Southampton London Heathrow
Very Good Good Poor




Australian Tourism Data Warehouse: ‘{:ENAT
a

‘ European Network for
Accessible Tourism

New standards for access data

1. General access question Explanatory text

(Does your business actively welcome people with access needs ?

Do you:

Offer multple options for booking - web, emad, phone

Offer a range of contact methods for receiving complaints

Accept the Companion Card

Empioy people wih disability

Tran your siafl in Gisabiily awareness

Have accassibiity mformaton and photos, INCIuding of @ Dalhroom, room and / of lcor | Gan Noor plans and pholos be emaned upon
plan on your website request

Ask all visitors f there are any specific needs to be met

Your website meets WCAG 2.0 accessibility standards Explain the WCAG2.0 guidelines

Adwvise towr gudes of the access needs of guests at the time of booking Includes pick up and drop o requUATemants

Provice assistance with booking amrangements ncludes providing clear Aneranes with
written instructions on what (o do at vanous
destinations

https://atdw.com.au/




AMADEUS Report

g

\Voyage
of discovery

Working towards inclusive and
accessible travel for all

&

2 W

dMaDEUS

V5
!
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Vi ENAT
{ ' European Network for
. Accessible Tourism

THE PRE-TRAVEL STAGE: WHAT HAPPENS BEFORE THE TRIP

i

S.1. Research and planning ... 3
5.2. Booking and payment ... 10

IN TRANSIT: WHAT HAPPENS ON THE JOURNEY

\

@

/

&,

5.3. Flying high: airports and airlines ... 11
5.4. Wrong side of the tracks:
trains and railway Stations ... . L&

IN DESTINATION: WHAT HAPPENS UPON ARRIVAL

5.5. Driving a hard bargain:

transfers and car rental ServiCes ... 13
5.6. Home from home: accommodation .......coovceorrmiarns 13
5.7. Being there: destinations ...........cwmmmmmsmm. 14

https://amadeus.com/documents/en/airlines/research-report/voyage-of-

discovery.pdf




AMADEUS Report

b

\Voyage
of discovery

‘.x"&
v
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ENAT
&

European Netwo k fo
Accessible Tou

Four characteristics of the ideal accessible trip

Effective communication
Responsive service

Standardised content and services
Personalised offer



N: ENAT
{ ' European Network for
. Accessible Tourism

Measuring Performance

Accessibility throughout the journey

...and at the destination

Journey
Asslstance Card




easyJet

SPECIAL

Measuring Performance

ASSISTANCE
ADVISORY
GROUP

« easydet carried over 519,000 passengers who
needed special assistance in the 2017 financial
year.

* An increase of 14% from 2016

« Customer satisfaction amongst these
passengers was 83%.

« This is down one percentage point year-on-
year, however it was 12 points higher than
customer satisfaction amongst all
passengers.

* This is the fourth successive year that
satisfaction is higher for customers who need
special assistance.

66



ENAT

European Network for
Accessible Tourism

"

Measuring Performance

We need better data on accessible tourism!

Destinations:

« Data tends to be focussed on big markets...
 Market value - spend

 Visitor habits, travel patterns

« Satisfaction

Data collection needs advocates, allies, experts
* Helps understand scenarios

« Helps to develop policies and identify targets

* Helps to see gaps and find ways to improve

* Helps to guide investments and priorities

67



We need better data on accessible tourism!

Businesses:

* Investments and Return on Investments (ROI)
« Qvernights stays

« Customer service levels

« Staff Training

« Employment of persons with disabilities

68



. 0
Measuring Performance NEENAT

European
C vt

The European Tourism
Indicator system

TOOLKIT
For Sustainable Destinations
February 2013

http://ec.europa.eu/growth/sectors/tourism/offer/sustainable/indicators en

69



EU Tourism Information System
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Measuring Performance

ENAT

European Network for
Accessible Tourism

"

Working towards better data:

VVVYVYYVYYVYY

No data means no funding for accessible tourism
We need to set Indicators for Destinations and
Businesses

An online platform to monitor and benchmark progress
Data sets at national level for demand and supply side
Translate to practical guidance destinations

Impact assessment of improvements

Inform policy makers

Showcase ROI

And enhance the visitor experience!
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ENAT on Social Media, ENAT
Web and Contact Address

ENAT Facebook
https://www.facebook.com/accessibletourism

Twitter @euaccesstourism

ENAT Linkedin Group
https://www.linkedin.com/grp/home?qid=4003674

HE L

::";ﬁ

_ ENAT Facebook Group
https://www.facebook.com/groups/accessibletourism/

Web: www.accessibletourism.org

Email: enat@accessibletourism.org




