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Universal travel plug adaptor




Tourism: it’s about emotional experiences




‘Moments of truth’ @@@

| )= o5lf
BEE O
The author, Jan Carlzon, president l O @ @

of Scandinavian Airlines, defined
the Moment of Truth in business e - g BEaSIRAL
with this statement: B CORITE

Any time a customer comes into
contact with a business, however
remote, they have an opportunity to
form an impression.




A journey In our visitor’s shoes




Tourism value / supply chain

Travel & Departure

Organisation of

the trip Reminder &

Confirmation

Excursions &

Shopping Arrival &

moving around

Accomodation
& Lodging

Entertain-
ment &
Culture

Services on
location

Food & Beverage

Activities & Sports Tourism Chain

(Source ADAC 2003)




The accessible

customer journey

1. Push/Pull

6. Recollection Eiﬂs';?bfe
02:;’;‘\';:2:9 " Information
1€ _ offered at this
positive/negative stage and
view throughout

experience

5. Travel from

destination 2. Booking made easy
+ further information
All elements meet
access

available to confirm

- decision
requirements

4.
Destination 3. Travel to
experience destination
Accessibilty of All elements
all elements meet access
determines requirements
satisfaction

Adapted from Lane (2007)



The pillars

Information Customer Facilities Transport Built
Service Environment



Accessibility Is for everybody

e
{ Comfcrtable for the

N =
“Accessibility is no longer —fpoe /\
for disabled people but 3

for all of us,”

Robin Christopherson
Head of digital inclusion at AbilityNet




Unlocking the potential

Find out the desires of disabled
consumers as they relate to your
profitable enterprise, adjust your product
and messaging to attract their business
then execute this in line with your
company's process and culture.”

“The path for business is simple - do what
you are best at. There is no need to
become experts in disability. Attack this
market as you would any other”

Donovan believes mistakes are often

made when companies try to "disable" “Disabled people don't want 'special’
their business or do just enough to comply products ... but they are hungry to be
with regulations. iIncluded in the mainstream consumer

experience.”
RICH DONOVAN

CEO —ROD
ReturnOn Disability




See the customer not the disability




Understand the barriers

In 2012/3 Capability Scotland surveyed over 200
disabled people to explore the barriers to coming on
holiday to Scotland.

3 key barriers were identified:

1. The Attitude of staff
2. Information
3. Accessibility

Capability Scotland ‘VisitScotland Accessible Tourism Involvement Events’



The Multiplier Effect

Markets Gained or Lost
= Leisure

= Business

= Meetings

= [ncentive

= Conference

= Events e.g. Sporting, Music C—Erg —

V7




Lack of accessible tourism costing economy billions

o 2014 EC study highlighted that
the tourism industry across
Europe Is missing out on up to
€142 billion annually.

e This is due to poor infrastructure,
services and attitudes towards
travellers with specific access
requirements.




It’'s expensive

e The worry of many small and medium-sized businesses
has been recouping the cost of adapting for specific
access requirements.

 Research shows that this cost will not only be recovered,
but will result in market growth.

* Far from being a niche sector, accessible tourism offers a
huge market opportunity.

* Research provides clear evidence that accessible tourism
services are also better services, that increase the
visibility and reputation of tourism destinations, and give a
competitive edge to operators.”



Impact of disability on holiday-taking

Learning difficult

Partially Mobility e el Mobility /

) : : y . : . [ mental health and

hearing or  impaired - deaf or impaired - Wheelchair behavioural issues
visually  no walking bling  With walking el

impaired aids aids

Can participate in Can participate in tourist Barriers to tourist
tourist activities, but - activities, but this is only = = activities involving
quality of experience possible, depending on potential loss of

diminished if availability of disabled dignity for disabled
accessibility not information / facilities / services person can be
addressed experienced if
accessibility is not
addressed

Useful I Access information through the supply chain Essential I

Source: Adapted VisitBritain



Visible / Hidden disabilities

not every disability




UK market breakdown

by traveller impairment

Traveller impairment breakdown

OVERNIGHT
TRIPS

1%/ g\ 10.55M

____________________________

+ TYPES OF IMPAIRMENTS REPORTED

____________________________

\/
46%
24% 24%
8% 6% 5%
LONG-TERM ~ DEAFOR  MOBILITY ~ BLINDOR  MOBILITY  LEARNING
ILLNESS ~ PARTIAL  IMPAIRMENT  PARTIALLY IMPAIRMENT DIFFICULTIES

HEARING non-wheelchair user SIGHTED wheelchair user

LOSS
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Marketing / Information

‘Accurate information
gives you the power

of choice which we ) They want a range of
’ e hfnr:aﬂm marhgr
don’'t have at the . T

moment”

Source: http://www.capability-scotland.org.uk/media/163174/visitscotland_report__final_.pdf



A marketing solution: information

5 key criteria for those with access requirements
1. Easy to find

In accessible formats

Reliable ® ®

ook N

A t Easy to find @
ccurate f:ii,”,':‘r'm‘: Accessible
L with information . {: }
U P to date Information in a number Reliable

section as well ith 2
SCRIGH a5 W of accessible with an Accurate

as throughout F— indication of so there are

the website who or what no nasty Up to date
organisation is surprises on with a clear
providing the arrival indication which
information season/year the data

refers to and when

the information was

last updated




Accessible language

Bath Assembly Rooms
178 [ ¥ ) 5 5] [ 5]

. . « . . EBannett Street, Bath, Somersat BA1 20H
(‘adjacent to’ and ‘in the vicinity of” do not help anyone) T 01225 477789 F 01225 428184

E bathassemblyrooms@nationaltrust.ong.uk

* Never say you are accessible —the customer will make that — F oot moms atine hear of fsshionable 18ih-century

j u d g m e nt Mote Admission chargs to Fashion Mussum (inc. NT mambers)
Buirding@@ Grnunﬂs

e Use plain language and provide facts and figures

 Mainstream your language and photos
e Why is the toilet disabled? CRYSTAL il @

e Use symbols — explain what they mean

Ecandic = THL 4 6 DS TRASdE SO EARCER & BEE T el AT TS & BARE ALWERE AT SlAkIl Lol 40N




Maximise business opportunities with

Accessibility Guide

* Description of facilities & services
e |Informed choice
e Promotional tool

e Publish on website on website where it can be
easily found

Example

Glasgow Centre for Contemporary Arts

Added the Access Statement link to the top menu bar

« 15 February - 15 June 2015 Speak Upy
AEUide to mafketin;

e 148th page on the CCA site Your accessibg,

e 107 page views

(G

74 unique page views | ' & s

e 15 June - 15 October 2015
* 67th page on the CCA site

* 326 page views

* 240 unique page views Views Up 205%



Use floorplans

A Hoe Grange Holidays

Hipley Floor Plan
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Accessibility Guide

VisitEngland ® & $%and | Alba

Accessibility Guides

The official site to create and publish your guide 2 LoglIn | Register

View published guides

ferent ty

Take a look at example guides >

Start creating your guide now

House foranArt Lover
PED
%EJESS TO ART

" LOVERS' SHOP
AND CAFE - Help us improve by .

sharing vour feedback. -

www.accessibilityguides.org



Video and photography

* Visuals work for everyone and bridge
language and cultural divides

e Save staff time and customer
disappointment

* Represent disabled people - as part of their
socio demographic segment

* Houses of Parliament video Access Guide
(Subtitles / BSL signed) _
www.parliament.uk/visiting/access/disabled
-access/



Alternative Formats

Easy Read / Social story: Roman Baths, Bath

whien | arrive at The Boman Baths, | wiill go straight abead T through these doors to go | will see lots of signs around the museum teling me

i will se these doors to go inside. into the musewm. which way to ga.

e becliom i

I il s s nmec iy e by b oo, bt | Zion™ remed (o b noered, thaey
e Hheen i ook rfier e | con ewy Halla B waek b

www.romanbaths.co.uk/sites/roman baths/files/heritage/Information%20for%20children%20with%20autism.pdf



http://www.romanbaths.co.uk/sites/roman_baths/files/heritage/Information%20for%20children%20with%20autism.pdf

The Scandic Hotel approach

‘We don’t separate access from
our mainstream marketing. We
refer to it in every channel

IF YOU HAVE A BROKEN

whether we are promoting a Led, WE RECORIIgD
business offer or a sporting '
event. This gives us a clear ——l

competitive advantage as well as wen i izivmd

Aisgress Bagiung, Accossity Direekor

showing our commitment to
social responsibility.

Magnus Bergland, Accessibility Director,

ROOMS FOR
EVERYONE WHO
LIKES COMFORT.

Scandic Hotels



Winning More Visitors: Access for All

'_I'"I n Arzman for all =

visitEngland &

Appendix 2 - Example Access for All’ section

We reviewed all DMD consumer websites and gathered examples of best practice to create
a complete example of an #ocess for AllY section.

Home hocommodabon | Thinga in oo, Wats o Access Tor 8 Contmot 48

mm&ﬂ Ereswrarsnt & Doipiity | Aoy o Kt el ..;-u-lﬁ! b,

Gatting here by train

The: main fraip sereice in e are = operaied by Souh Wesl Trre. Foos are a stesichor wser or ness] assistancs when aredling by
i yons Sould ook your el ooy @i eesl 24 hours in advance Pleees coniaol Sounh Ve Trains Ssstaned Travel Ted Fres phons

Vs AcEITRIRion e _natyen Accemsterall | Comiaciia |
- r— - D200 528 31 W Gars - 10am

TR PR | BT SRRy mumm AL DI O Yy | T e

Trasies Mt GTEs i whwelehar asioss, ek SPACES H SO0 LTS, @0 an arsrsibby VAT, 8 wall o wisiial & s
anuncHTEn hal ars heiml i peopls with 3 maseory dhisdhy
Access for all
Cutmied o1 staton & Fam vl
v eisooamied brored i residable o e Mabonal Ral webeis
il g ebdebo s

on 845 TE B3] or lead phone (asdomens who are dead or hand of hearing)
oS 5} 00

Getting here by eoach

Mascral Express coaches slop af Lykihurs, Lpminglon and Bingwood, Fym o a o s
g Lo, mmmmmhmmmmanmmmnnm Mhﬂuﬂmmmh‘
mlrmabon on hmetabies, acoees and tres

"
Maikenal Express - 08T 17 8160170 of W phorns {cssiomers wio e deal or nard of
heeungl B 21 855 DNEG

W wani meervons inenfoy X0 That's why we make ewery et T ensee d is acoessbie ard welcoming for wisiiors tand residents.
Wi aocETEy s

Plammyse: TUE: S8090n 13 RS [Ean WO v i makn your e im 00 mom ssnyahin. Them e plasty of infaranon and el tips
Firs? assorsad, wal e working hard i koop seproving accossl ity for wsiion with mobliy asd sefsory saads iFs viry Imponani
ke i2a; o plamsa ks B 1 you el soresthing in KX coukd b imprand

Bcrany ke ol e |

Loeal Buses

Thira sie Sl w-S00r, sy Robr DUSES inSaTvicn, 5o Wilh Sace fof a whesichar. AR main Dus sk T Sraal e
soeeere ko gere v e s Heetabie i yeaiable on-ine,

Fo Soinis. sodia First Esalom Matondl o O 206 36501 an Pt
mmﬂ‘mmemMMHMMnm
i ik o8 hiEp fir: o hiip e it

Parking

Thi foloraing by Lar Barks bave spaces for Aus Badga holers and alow Tha fissd 3 hours panideg e

G Ciasihe Eidl - 47 dasignaied saaces

(e Cisnli W - 3 signaten) Sparses 2 of Bl Badgs parking S cealable i Paynasl 21 Baso cor pats &

Grand Arcace - 37 desigroned spapes norrestly ek ab mmchine s Belgse: sebarming in yo oo

Fahl Sl — B Cksdnamed s{ares
Tiz claim the concemion do nat pay ot 3 machine - e pour Bue Badge io the car
park Kk 50 T e casheer oo guby CaP pORSS Yo Dok and ke e reduceg
panTri i o b o

00 siwd Pay & Display parking is fied 1 Bk Badde Lo

Tazxis

Thvate: e everal Lasd COMPaNERS Hiosghout 00 ws stoobic sohicks:

= Zodias Trawel L1, EroSertive Tl 0150 G517 - & i Dot wilh Mg and el 5
= WATERRNG Tasks, OO TRL 07 BOES TTH - 1 Vi B i Ll N

e v you 0 conia ot each comgany' i coBbnn Dy Mesd pour aoosssidily needs.

T o) L epspsavie o @ 6713 -1 000 B0 ol peom
Evadine Taoks - Tl 0756 87 300 76 - Cowering Misdesbiough

Tl e, e adrdress- o be piciad up e, Be and desieation. Yow el eosre 3 meseage StrEcht hack I confirm when 2 e wil
I it Tha SE7VICE MU Nl [T S0k, S S0 QWO WIS T NG G 10 SN 00 L S5 il 3 e T 500
thert e lpatvisrzion sl oty o wie ie thare,

Shopmobility

Shepmohily B & Tal, 19 @ Sl Bhange, prowos Mamal and poessd ATosichain asd scoolrs 1 menies of Mo sk
s femited MGy, =0 By can shog in e and enjoy obfer iolies. K i 2 pogeiar echess, =0 pre-iock earty, or el inio e
Shoprmoduiny ot i 51 May's Car pa o i Manor Ros. T o i3 opan Mondey 12 Thursdey Fom 10 00 w4 D3m

Tab 041308 296500, Croait o Far vimd hitp Maww cova argl

AES




Winning More Visitors

Access for All
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Winning More Visitors: Access for All

- At : dccant for all [ Ban Apomn for 1l [=]

Accessible Toilets
Meet and Greet
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Accessibility information on websites

P e e =7 Rt
42 i Bt g = ! Ead see location on Google maps.  Map reference: SD 410977 Lat: 54.3720%9 Long: -2.%0860
/ g Events
Leave the Mé& jct 36, follow the AS%0/5%1 signs for Windermere. Turn off the A5%1 into Windermere village.
ET"E"'SDU“ Fallow the road to Bowness and the lake. Queens Drive is 0.5 mile down this road on left. Denehurst is at

the top of Queens Drive on the right.

Visa/Mastercard/Switch accepted @ Cycles for hire
Pony trekking/horse-riding Leisure club {onsite or nearby)
. Central heating Dogs/pets MOT accepted ‘WiFi or internet access

=

@ Ironing facilities @ Lounge for residents’ use IE Totally non-smoking

li‘ Packed lunches provided Special diets available @ Vegetarian diet available
Electric shaver points lE‘ Hairdryer lE‘ Tea/coffee making in bedrooms
Telephone E Radio @ Colour television
Videc.fDVD

VD players available in all rooms.

( selfassessed accessibility details

Parking Entrance
Surface of the car park and pathway leading to entrance is Steps to the main entrance
= 3 . Solid ie tarmac / concrete etc Mumber of steps to entrance
H E Drop-off point for guests outside entrance Handrail by steps
o= G Route from the parking area to the entrance: Entrance well lit
e Has steps and no ramp Bell at main entrance
Parkin
Public Areas Dining
Level access (no steps/thresholds) or access by ramp or lift to: Level access (no steps/thresholds) or access by ramp or lift
Lounge Good contrast between the floor and walls

General

golakes sieep in o nutshell




| Ism websites
Accessibility information on UK tour

1: :
10 — Oct 201 bsites .
* Oct 20 ssibility searches across our we ible accommodation
> 2m+ acce e) increase in bookings of access
> 26% (averag

in any of the Options ticked in a
only be displayed if they containg facilities from each tab, Including 5
and self assessed infg, i urn establishments which

meet sither Criteria,
National Accessible Scheme
Parking Entrance Public Areas Dining Bedrooms General Mobility Visual Hearing
1 Any National mobility grading
("I Designated Parking for Quests with disabilities (] Older ang less mobile
LIWithin 50 metres approx. of entrance [ Part-time wheelchair ysers
Surface of the car park and Pathway leading to entrance js ,'— gﬁg&dﬁe‘:ﬁzﬂ:‘;ﬁem
[ Solid ja tarmac / concrete efe -
[ Grave}

LI Exceptionaj - Assis

Exceptionaj - Indep
rs

f
LIDrop-off point for guests outside entrance use

Route from the

ted wheelchair users
endent wheslchair
Parking areg 1o the entrance:

s flat (i.e. withoyt stepg)
[CIHas g ramp

[THag steps and no ramp




Destination Websites - England

14:24
& england.com

& - 'minterested in... ~ Login I Register QL

Access for All

Plan an accessible short break with our free handy mini-guides. Great if you or a
family member are disabled or have accessib requirements. These guide
were produced in 2015 with co-funding from the European Commission.

. . Destination guides
In this section
Where to stay

Travel to and around
England

Access for All
> Accessible England

> Easy access in

London

> National Accessible

Scheme

> Accessible

countryside escapes Accessible coastal breaks Accessible countryside escapes

> Accessible coastal Download your guide to accessible coastal breaks - your mini- Download your guide o accessible countryside escapes - your WWW Vis ite n I a n d Co m/
breaks guide to Brighton and Margate. mini-guide to the Peak District and Northumberland. . g . p

Practical information _ el _
Al miiee I R R ——=n B lan-your-visit/access-all



Destination Websites - Germany

iPad ¥ 14:31
www.germany.trave

© 22
CEENING | About us | Press | Trade Language v EE v

Germany 7(“ |

Simply inspiring

Is this your country? Yes Mo

dddddd

é_ Barrier-free travel

O 3 Barrier-free travel
At ' - > - —a
& R i = E

Search at germany.travel Q

DK

{ 2}
| & e T

Porsche Museum in Stuttgart > "

yf
/

§ \\ }"b_ N
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| hgt |\
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www.germany.travel/en/b
arrier-free-travel/barrier-

Unnamed route Z — .
Travel destinations Travel ideas Experlence Germany 0 Destina:ﬂ'ron'l:s) —_— free‘t rave I/ba rrie r'free'
Good to know Wlth()ut bf:lITlCl'S. Hy:dneinatios t rave I . htm I
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n a |E3| E zf A Newsletter E? News “ ebrochure Site map | Lagel nelice

Data protection



N
%EABTA About  Find a Member  Go Travel Help & Complaints News Join ABTA Member Zone Q

Travel with confidence

ABTA — publications, videos and FAQs

m Checklist for disabled and less mobile passengers

Latest ? 13 January 2015

b 5
News and comment “  We want everyone to enjoy completely successful travel arrangements. If you have a disability or a

medical condition requiring special travel, accommodation or dietary arrangements, we strongly
recommend that you complete this checklist at the time you make your booking.

»

Blog >

v

General Election hub
If you have any specific needs for equipment or medication, you can use the checklist for this

Press zone > information, too. It can be completed by you, your travel organiser or your travel agent. The
questions aren’'t meant to be intrusive. The information you provide will be treated confidentially
and will be used only to check that the transport, accommodation and facilities in the destination

Campaign zone

Policy zone » areright for you. It all helps to ensure you receive a quality service tailored to your particular
needs.
- Infographics DOWNLOAD CHECKLIST FOR DISABLED AND LESS MOBILE PASSENGEFISE[
= Publications v
RELATED CONTENT
- Videos

11 November 2014 ,‘
L\'QABTA Why book with an ABTA Member video
K Video explaining the benefits of booking with an ABTA travel company.

Travel with confidence

https://abta.com/resource-zone/publication/checklist-for-disabled-and-less-mobile-passengers

How would you describe your disability?

If you feel it may be helpful, please give us a name or, if relevant, the medical term for your disability.

C: GETTING AROUND
>1. Can you walk more than 500 metres without assistance? Yes [ No

For example, you may not need assistance all the time but some distances on board ship or between, say, the airline
check-in desk and the departure gate, can be long — you may need assistance or you may need more time than most
to get from one place to another.

If No, please give details.

>2. Can you walk or travel on your own in an unfamiliar place without assistance? Yes { No

For exambple. vou mav be blind or partiallv siahted. or become confused when in unfamiliar places such as the airport.

If Yes, will you be taking your own wheelchair? Yes [ No
If Mo, please go to Question 4.

3a. Is your wheelchair battery powered? Yes [ No

If the airline or ship operator doesn’t ask for this information you should tell them anyway. For safety reasons they
need to know the type of wheelchair battery.

When flying you should remove the control box from the wheelchair and carry it in your hand luggage to avoid risk of

loss or damage.

3b. If Yes, is it dry or wet cell? Dry cell Yes [ No
Wet cell Yes [ No

3d. If Yes, what are the dimensions and weight of your wheelchair?

OPEN

width [ infom  height [ Jinfom depth [ | infem

FOLDED

Width |:| infem height |:| infem depth |:| infem

>4, Do you need to borrow a wheelchair to and from the plane or ship? Yes [/ No

Please ask your travel company how they can ensure a wheelchair is ready for you at the airport or ship terminal.

»5. Can you walk up and down steps or a gangway to board the plane or ship without assistance? Yes [ No

Dlames ha

smra enmme chane ran he chaon with naeraws trande




Travelling to and from a destination / Getting around

S KD

-




At the destination

https://biblioteca.fundaciononce.es/sites/default/files/publicaciones/documentos/ilunion_tya_libro_oaute-ing.pdf

WIERSITES

RESTALRANTS
WEILCHA B
ACCESSIELE

il

TOURIGM
ORFICES

B
Sl l:'::l

BEALCHES

TOURIST
ROAUTES

Bb 2% not scosssible web pages Foruse
wikh aszizkive produots.

STE problems with reserved parking.
B1.1% recsption not accassible.
92 B% stafFwithout dissbility swsnsness braining.
85, T% no doourmenked informekion on mcoamsibiliby
B5.6% do not offer assistive products For their guests.
51, TE donot heve an adeplted room.

100% do not hawve menu in slkermative formats,
100% do not heve trained stafFin disabiliby swareness.
L5, 1% inadequate dimensions of indoor spaces.

9% do not have sn adepbed koilst.

b5, 5E hawe s oushomer deskowith u-nuuu:ihilil:_l,rd-ﬁl:imis.

&b, B inadequabe sccess signaling.

2#.1 L unmeeninEzz in soosss without soosssible albernakive [ramps).
B wikhouk brained stafFin scoassibiliby or desabiliby awsne.
B9% do nok offer information in albernative Formats.

T5.9% do not offer sccesoibity informstion sk the bourist offce.

THE ofthe wallowsys maks do nok have adeguate color conkrack.
LIE donot heve sdequate chads spaces
I6%E no losnsble makesial aveilsbls.
L% do not have Aoating buoys
L% heve adepbed chowers.
Th,2% oftoilets present deficiancies in the mansuesrding and
transferspace.

90% without sdepbed public boilets.

T0% de nok heve reservsd parking spaces nearhy.

BO0% heve deRoiencies in the pavament.

59, 31% nonevistent or deRcisnk signaling on attractions oFinkeresk .
L% significant chotacles in the itinermny



Hints and tips

03 Bedroom

* Reconfigurable room layout, e.g. zip

How to create a more inclusive
vlSItor eXperlence \oc&twinbedsforcarers
* Braille on shampoo and shower gel

Accessibility can have benefits for everyone . izfisab\e lighting and enough
and need not be expensive. Could your e
business improve in any of these areas?
Here are a few ideas:
04 Dining
* Braille menu available

» Procedure in place to take
assistance dog

« Clearly signed disabled
toilets

01 Booking

Fully accessible website
designed to W3C standards

* Accessibility icons on all
promotional material

 Exit signs in toilets

+ Alternative booking
methods (helplines,
‘text-based’ option)

i g 02 Reception

o

« Use beacon technology to recognise
the type of special assistance required

* Well-trained staff available at easily
identifiable reception desk

* Hearing loop or remote BSL interpretation
available at front desk

05 Check-out
» Email receipts, not just paper options
+ Consider remote BSL interpretation via iPad

* Moveable payment terminals



Memories and feedback

Why reviews are powerful s

* Trusted source

| ! * Generates new visits
social Media

m + | visited this place because of this review

* Feedback for venues

Q
.6 |
a

www.euansguide.com



Ask your customers

« How are we doing?
* What could we do better?

* Tell customers what action has
been taken in response to their
feedback (reinforces listening




How do we change hings? % or

 Move Accessible Tourism into mainstream Business development

« Market should be addressed in the business planning and
marketing planning process.

« Key role of business advisers Iin integrating?vlaccessibility and
Inclusiveness in their advisory work with SMEs and business start-
ups,

 Promote the case for focusing on the market via other channels
used by SMEs, e.g. SME membership organisations and industry
associations, Banks, Chambers of Commerce.

o quantify business success in indicators such as: increases In
revenues and profit, return on initial investment, increases in the
volume of transactions

e Partnerships



What drives tourism destinations and businesses?

~
The Customer&

IS at the heart
of all we do

\




Managing accessibility:

It’s much more than being just accessible

Access » Inclusive Design / Inclusive Service I

|t Higher visitor satisfaction for all
Qua Ity [focus on visitor requirements]

]

. Benefits for Local businesses
Sustainable » and the community I




Benefits for businesses

and destinations

Accessibility

Improve Quality

Increase Market Civic
Opportunities Pride

Differentiate

More Competitive

Repeat Visits &
Recommendations A Better Welcome

Social Responsibility Respond to Changing Markets

Create a Unique Selling Proposition Improved Financial
Sustainability

Seasonality Inward Investment




Benefits for our

customers

/ Accessibility \

Included!

Feeling Welcome

Personalized Services

Travel with Family or Friends

Unique Experiences Personal Fulfillment

Enhanced Self Esteem Greater Independence

Enjoy Events, Culture, Arts, Sports

Opportunities for Education, Employment, Cultural Exchange




We need champions

+ 53%uN

Press release
Call for tourism industry to do more to
cater for disabled people

E’E’ O signin g News Sport  Weather IPlayer TV  Radioc More -  Search a

B

UK World mch Health Family & Education E

Business YourMeney Market Data  Companies  Economy

Some of the country’s most accessible tourist and visitor

New voice for disabled consumers Top Stories attractions to disabled people have been highlighted today.
@ 21 Fobruary 2017 §f © ¥ [ < shae PM to promise Africa investment
boost

Tharesa May wants the UK to bacome the
el i Published 24 August 2018

o e oo a0 From: Department for Work and Pensions, Michael Ellis MP, and Sarah Newton MP
Pollution *harms cognitive
intelligence'

@ 55 minutes ago
Caxton House

e
Department
for Work &
| Pensions

‘White House re-lowers flag for
McCain

@ 8 hours ago

Features

Minister for Disabled People, Sarah Newton, and Tourism Minister, Michael
Ellis, urge all leisure attractions to “follow their lead” and ensure they are
catering for disabled customers’ needs.

Disabled people will get a fresh chance to make their concerns heard as

consumers, thanks to a g initiative to be d on Tuesday S, ) a
Bridesmaid spends 15 hours
escaping wedding

Eleven sector champions are being appointed to help make different areas of

business more accountable to the disablad Tourism is booming across the UK and is now worth over £66 billion a year to

the economy. The sector employs 1.6 million people and creates growth
across the country, from beautiful beaches and activity parks, to hundreds of
thousands of heritage sites.

They will cover business sectors including banking, tourism, retail and public
transpor.

If the sector is to continue flourishing, it needs to ensure that facilities are
accessible to all its visitors. With one in 5 people in the UK living with a
disability or health condition, there is a clear business case for ensuring that
disabled people’s needs are catered to. Businesses can take actions
including improving training on disability awareness for staff and adapting




We need champions

www.visitbritain.org/sites/default/files/vb-
corporate/accessibility_champion_2 508v2.pdf

the quality or

something that makes
it possible to approach,
enter or use it

VisitEngland

Accessibility Champion

What is an Accessibility Champion?

Someone who is responsible for embedding accessibility throughout
the business by assessing access privision and promoting equality
and diversity

Duties will typically become part of an existing role. In some cases,
wihere resources allow, it may be a specific role, either full-time or
part-tima, possibly undertaken by a voluntear

They may be at any level within your business and the duties may
be split between z people e.g. a Managing Director, who inspires
everyone within his'her business and builds accessibility into the
business plan and a Front of House Supervisor, who takes on

the drive to implement best practice and encourages other team
members to participate and understand

They are the driver behind developing access for all and should
ensure that everyone works positively to provide inclusive customer
eXperiences

Who could be your Accessibility Champlon?

In order to consider who in your business is the right andidate to take
on this role, you need to assess their qualities.

Cualities:

Inspired by inclusive tourism and the value and potential this has
for the business

Passionate about making improvements to current services and
facilities in order to offer an inclusive experience for all your
customers

Wants to drive change and inspire colleagues
Wants to make a real difference for disabled customers

Acts as a role model by communicating, sharing, leading and
inspiring both management and staff

Drrives best practice by increasing understanding of the wants and
needs of disabled customers and how these might be met

Recognises, advocates and supports equality within the workplace

Keeps up to date with developments in inclusivity and implements
them where appropriate




Working with others

Vs -
\(@) Sgg%land i Steering Group

England’s Inclusive

VisitEngland@®"  Tourism Action
Group (EITAG)



H el p I n g Ynur map thrnugh access Customer service and training
To access the tools and resources below CIDisabledGo (online)

b us | Nesses be click on the text adjacent to each tick box. O Access for All {online).
O Accessible Travel Made Easy (online).

m O re aC C eS S I b I e l_f'E'-'hg%d‘lj-la?'rs)t Customers with Disabilities
CWatch the CIwelcome All (1 day).

prfiting hroush K e

Tourism videao

Hear from other
tourism businesses,

w’

Information, communication and
marketing

=, &

[TRead Easy does it
Elmple, low-cost
changes.

CCreate an Access Statement
A description of your facllities & services
to inform people with access needs.

Be confident - D Join OpenBrital
concentrate on A published ulde and website used by
these three disabled visifors and tourists.

areas
[CJEnter the VisitEngland Awards for
Excellence and/or the Cateys
Promaote Yuur business using national
accessibllity awards.

[ Check your website is easy to
navigate
Does design meet W3C guidelines?

Get started

N Check out
business case
studies

Fimd out what
others are dolng.

\/

Facilities -"

Apply to 1-.-'Is.ItE lamd for One Ste
= Ene1IIr I?‘ﬁlat ional Accesslblep
cheme (Aq:mmmadatlun)

["APthyr to VisitEngland for the Visitor
raction Qualify Assurance Scheme
[Attractions).

COCommission a professional access audit.




Built Environment Professional Education Project

2012 Olympic Legacy

¢ can
GOV.UK

Departments Worldwide How government wo tinvolved
Search Q i - - .
Policles Consultations Statistic ncements

1LY This is a test version of the layout of this page. Take the survey to help us imorove it

Home

This page is part of 2012 Qlympic and Paralympic legacy and 2 others + show all

Promotional material
Built Environment Professional
Education project: updates

How the project is helping to make inclusive design an
important part of education and training for all built
environment professionals.

Published 1 April 2014
Last updated 11 May 2016 — see allupdates
From: Office for Disability Issues
Built Professi ion Project

Documents

March 2016 BEPE update
RTF.2.28M8

This file may nat be suitable for users of assistive technology. Brauest an

Promotional material

Read what supporters say about the BEPE

project

Updated 11 May

Contents

Mark Harper, Minister of State
for Disabled People (2014 to
2015)

Sir Edward Lister, Deputy
Mayor of Londaen for Planning
Lord Coe

Council of Heads of the Built
Environment (CHOBE)

Rewal Institute of British
Architects (RIBA)

Institution of Civil Engineers.
(ICE)

British Institute of Facilities
Management (BIFM)

Royal Institution of Chartered
Surveyors (RICS)

Royal Town Planning Institute
(RTPI)

Chartered Institute of Building
(CIOB)

Chartered Institution of
Highways & Transportation
(CIHT)

Chartered Institution of
Building Services Engineers
(CIBSE)

Landscape Institute

Chartered Institute of

.ed

Mark Harper, Minister of State for Disabled People (2014
to 2015)

Building on the success of the London 2012 Olympic and Paralympic Games, the Built
Environment Professional Education Project was launched last year to embed inclusive
design into the education and training of built environment professionals,

https://www.gov.uk/government/publications/built-environment-professional-education-project-updates



Good design / Awards

 Original ideas to improve access
and provide an enhanced
experience for hotel guests,
particularly for those with
disabilities.
* There are five guiding principles
that the applicants have to meet:
1.Universal
2.Personal
3.Flexible
4.Functional
5.Beautiful

http://access.bespokehotels.com




Examples of relevant good practice / business benefits

N
BOSWORTH BATTLEFIELD
Leicestershire

Lydia Wilson,
Marketing Manager

Bosworth Battlefield is a
VisitBritain Quality Assured
Visitor Attraction.

It is the site of the 1485 battle

that ended the War of the Roses.
Bosworth Battlefield is near to
Market Bosworth and is owned

and managed by Leicestershire
County Council. The attraction was
awarded a lottery grant in 2004 and
the Bosworth Battlefield Heritage
Centre and Country Park now
includes the Tithe Barm Restaurant,
indoor space for conferences,
meetings and education visits

and new exhibition space.

"

=t
BOSWORTH

BATTLEFIELE NEETTASIE CERTRR
e

Dr George Muirhea:

Museum Manager

Bronze winner of the Tourism for All Award at the
2007 North East England Tourism Awards

Lefwsiershime

CountyCouncil

76 Case study

Marketing manager, Lydia Wilson
talks about their approach to
improving the quality of the
visitor experience.

What does accessibility
mean?

For some, it is a tick-box exercise
to say you have particular facilities
and services in place. My job is to
get more bums on seats and for
each wvisitor to spend more money
while they are here. In order to do
that, we need to offer something
for all visitors and look at how we
can make their expeniences better.
We look at what customers need
rather than what their disability is.

How did you make the
attraction accessible?

First, we undertook a mystery
shopping exercise. We involved a
range of people including families,
older visitors and ethnic groups,

and not just those who had visited
before. They made mystery shopper
phone calls and visits to find out
where the gaps were.

What did you change?
Businesses tend to see pound signs
when access is mentioned. But little
changes often have the biggest
impact. For example, in the shop our
books were lined up to show their
spines as we thought it made

it easier to see tiles and to fit more

in. However, people told us that it was

NEXT PAGE




You don’t always have to reinvent the wheel

VisitEngland &’

Universal Design Toolkit
for Customer Engagement

1 Written Communication

www.VisitEngland.com/businessadvice

VisitEngland &"

Universal Design Toolkit
for Customer Engagement

2 Face-to-Face, Telephone &
Video Communication

www.VisitEngland.com/businessadvice

VisitEngland @

B A —q .

Universal Design Toolkit
for Customer Engagement

3 Electronic & Web Based Communication

www.VisitEngland.com/businessadvice

https://www.visitbritain.org/communication-toolkits



Training

 What
 Why

"H'"

Welcome
foExcellence

Isn't it time to get
serious about a £12
billion market?

Welcoming All Customers

A brond new one doy coursa for you ond your
stoff pocked with procticol odvice to ollow your

business to ottroct and delight oll customers.

About Welcoming All Customers

It ks designed to boost the confidence of s in anficipating and
mesing the needs of disabled customers and looks 3t how smal
{:tlarrgesaﬂap:ﬁh‘edﬂtﬂecan make all the difference.
Participanits wil leam about:

» Agopting 3 posiive atiitude to ail cusiomers and
aniicipating accessibilty requirements

Legal abilgations and types of discrimination

The business benedis of accessiiity and Incushity ,
Successhul communication styles o ideniify cusiomer nesds

The wide spectium and range of accessbiity reguiremeanis

Delivery is flexible

Courses are nun over 3 day on an In-house or open basks. We can
also train members of your team o daliver the courses o your stafl.
Content can be tallored 1o meet business and participant nesds.

lt's Interactive

The coment is designed to be delivered
In a participative way with a variety of
actvites, Eanisas and MECUEEN
SE5EI0NE. The participants

quide I Tl of practical tps

and reminders about how i

make facilties and senices
accessile and Inciusive. to e SR
These completing e course.
will recelve a Walcome All




Awards — Inclusive Tourism

VisitEngland’

Awards for

Excellence LT Visitengiang

——2018— B P YO Touiim e
% BARCLAYS :

www.visitenglandawards.org



Communication channels: PR
Travel | | Accessibility | | Countryside

Wheelchair Abseiling with

e Mainstream media — human interest stories. the BBC
e Regional media — become their go-to expert Hbpeztiy

v .. ] .. . I'm attached to an abseil rope, sat in my wheelchair, which is strapped
e Specialist media for more specific stories into a harness, and hanging at a 45 degree angle off a concrete slab.

about facilities or promotions (be brave, be
seasonal) : Enable, Disabled Motoring UK, All
Together Now, Able Magazine, Pos-Ability,
Inspire

e Bloggers are an influential group: for example
https://www.carrieannlightley.com

RVEY CA’?»?f
&,

~ 7

2
s 2
T . <
o 4]
= e~ ¢
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o 3



https://www.carrieannlightley.com/

Tourism is for Everybody Campaign

e Businesses
* Individuals
e Policy Makers

9 Commitments including:
e Staff Training

e Have an Accessibility Guide
e Have an Access Champion
e Recognise Equality



The last word

‘Stop thinking about access as access. Think about how you
can maximise your sales by encouraging the widest range
of people to visit, and you’ll get everyone on board’.

Peter White Disability Correspondent BBC



Visitors

Win Win Win
bt tAR R




W

|

chris_veitch@me.com

ENAT
= TOURISM FORALL
' Europefan Netwc_yrk for v Making Accessible Travel Better
Accessible Tourism

&



Useful sources of information

 VisitEngland’s Business Advice Hub section ‘Providing Access For All’
www.visitbritain.org/business-advice-hub (includes link to marketing guide
called Speak Up!)

* Blogs

e ENAT (www.accessibletourism.org )

e Tourism is for Everybody (www.tourismisforeverybody.org )

 Mature Marketing Association (www.the-mma.org )

e Silver Travel Advisor (www.silvertraveladvisor.com )
 The UK Association for Accessible Formats

e Euan’s Guide (www.euansguide.com )

e IDEAS (www.ideas.org.au )



http://www.visitbritain.org/business-advice-hub
http://www.accessibletourism.org/
http://www.tourismisforeverybody.org/
http://www.the-mma.org/
http://www.silvertraveladvisor.com/
http://www.euansguide.com/
http://www.ideas.org.au/

Service & Facilities — Hints and Tips

Easy dorés it

Shmple, low-oxst changes 10 benefit you and your wishors

At your service

Your business case and ,-"';"w,
guide to improving |.|irf_}'i.,-'
accessibility for customers , J

S
il Erg L Bl

www.visitbritain.org/providing-access-all

Take the lead

A guide to welcoming customers
with assistance dogs

e VirEngland @
g — B St



http://www.visitbritain.org/providing-access-all

Service & Facilities — Hints and Tips

every
‘ customer
counts

Fvomo-Hﬂ
Accessible
services

Accessible Business
Action Plan

Equality Commission
FOR MORTHERN IRELARD

www.tourismni.com/globalassets/grow-your-
business/accessibility/accessibile-business-action-plan.pdf



http://www.tourismni.com/globalassets/grow-your-business/accessibility/accessibile-business-action-plan.pdf

Service & Facilities — Hints and Tips

A good practice guide
to making reasonable

Ce: custrgmer

Accessible
Goods and
Services

www.tourismni.com/startup-advice/legal--licensing/accessibility/



http://www.tourismni.com/startup-advice/legal--licensing/accessibility/

Events — Hints and Tips

S

ADVICELINK

ﬂ\ (I | B
i # w Inclusive and Accessible Events
kel L

A guide for event organisers

& Stétland | Alba

www.visitscotland.org/pdf/AccessibleEventsJune2016.pdf



http://www.visitscotland.org/pdf/AccessibleEventsJune2016.pdf

Heritage — Guidance

[
Ay Historic England

Easy Access 1o
Historic Buildings

https://historicengland.org.uk/images-
books/publications/easy-access-to-historic-buildings/



https://historicengland.org.uk/images-books/publications/easy-access-to-historic-buildings/
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