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1. The WHAT
A successful tourism product requires effective partnerships and cooperation across many
sectors and across the whole tourism supply chain.
Each element of the tourism supply chain influences and depends on the others: if one
of the elements is not accessible, in terms of the quality and the experience offered to
the customer, the holiday as a whole can be spoilt.
The accessible supply chain must be “joined up” so that visitors can experience a series
of accessible services throughout their journey, as they pass between the different venues
they visit.
Under the term accessible visitor journey, we refer to the aim of making the whole tourism
experience accessible - free of barriers - at every phase and step of the journey. Information,
infrastructure and environment, mobility/transport and services must be equally accessible
to everyone in order to provide everyone with a complete, accessible tourism offering.
It is important to consider that all visitors benefit from accessible travel experiences,
not only travellers with disabilities. In addition, the local population can take advantage
of tourism offerings in the public realm, such as older people or people with small kids.
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Figure 1 The accessible visitor journey
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The visitor journey can be described in different phases and steps where customers would
be exposed to the businesses or the destinations through “touch- points”. These touchpoints
can be, for example, the website when looking for information or the reception desk when
checking into an accommodation facility.
•

During the planning and booking phase the visitor browses websites and booking
platforms

•

The travel and arrival/departing phase includes all the (long-distance) stages of
the transport chain and transfers from home to the destination and back again

•

Overnight accommodation includes all the facilities and services at the hotel, bed
and breakfast or other lodgings

•

Food and beverage refers to cafés, restaurants, bars and other outlets where the visitor
eats and drinks

•

Activities and Services refer to all the places and the supports that are required for
the visitor to visit and enjoy their experience

•

Mobility/Local Transport refers to the local transport services

•

Recalling and sharing the experience includes the possibilities for visitors to share
photos and sounds from their trip, especially through social media.

Notably, visitors with disabilities and those with other access requirements rely on all stages
of the tourism offering being accessible to them throughout the entire journey.
The aim should therefore be to make all the touchpoints accessible.
Assessing the accessibility of each touchpoint is essential to the delivery of successful
accessible tourism offers.
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2. The WHO
All those who are involved in planning and developing tourism offers should be aware of
the need to assess accessibility at all the touchpoints of the visitor journey that are relevant
to their business.
•

Businesses owners/managers have to require accessibility assessments, as part of their
management responsibility, ensuring the quality of the specific offer for all customers.

•

Employees or external contractors in charge of developing and designing websites
and applications shall ensure the accessibility of the website and/or apps as part of
their work. They should certify that they follow the WCAG (Web Content Accessibility
Guidelines) guidelines.

•

Accessibility experts, hired as external contractors or attached to an Accessibility
Information Scheme (AIS), carry out access audits of the buildings, facilities and services,
delivering an Access Statement/Guide to be published, informing visitors about the
existing access conditions. Additionally, they develop an Accessibility Action Plan for
improving accessibility, where this is necessary.

•

Employees, e.g. facility managers, who have followed a training course in access
auditing, may carry out a “self-assessed” access audit, following a checklist developed by
a recognised Accessibility Information Scheme.

•

All employees can play a role in checking and assessing accessibility in their everyday
duties. They should be trained in accessibility awareness and how to serve customers
with specific access requirements. When carrying out their daily tasks they should be
alert to issues that may cause barriers, inconvenience or dangers to visitors – and report
any problems to their supervisor or team leader.
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3. The HOW
Goal: Provide objective, reliable and up-to-date information about the accessibility of
venues and/or services, which are accessible to visitors with disabilities and/or other
specific access requirements.
Businesses must set up an assessment programme to make a check of the facilities and
services that the visitor will use at the particular destination or venue, in order to make this
information available to visitors and to continually improve their accessibility. Assessment
programmes can vary according to the type and size of the business, the range of facilities
and services offered, and the available resources, which may determine whether to choose an
external access consultant or carry out “self-assessments”.
It is particularly important to include accessibility in the planning process for all new
construction projects based on a “design for all” approach. If accessible solutions are
incorporated from the outset, they can often be implemented at little or no extra cost.
The assessment of the buildings, physical environment and facilities is referred to as a Building
Access Audit. The main objective of an access audit is to check the accessibility in terms of:
•

approaching

•

entering

•

using the environment or the facility for its intended purpose

Accessibility audits are typically carried out with the use of assessment tools such as
checklists, which indicate what to measure and describe, covering the different touchpoints of
the visitor journey.
It is advisable to use tools and checklists that have been developed by recognised Accessibility
Information Schemes using tested criteria, objective measurements, descriptions and photos.
National Tourist Organisations such as VisitEngland and VisitScotland provide checklists that
can be used for auditing purposes.
See References at the end of this document.
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NOTE: Accessibility Information Schemes that provide “summary scores” evaluating
access using, for example, “Symbols”, “Stars”, Traffic light colours, do not give accurate
or sufficient information to visitors with access requirements.
Access Statement (may also be referred to as Access Guide)
The results of accessibility assessments should be presented in an Access Statement/Guide.
A complete Access Statement includes information about:
•

the access policy of the venue (obtained from an interview with the owner/manager)

•

the physical environment audit results

•

the training on accessibility and customer service that staff have received (where
applicable)

The Pantou Access Statement is a template with a series of questions for making a “selfassessed” access audit of a building, venue of any kind or the accessible services provided.
It is widely used in Europe. This WORD template is available free of charge and is designed
to produce a marketing document suitable for visitors who need information about the
accessibility of a venue or service https://pantou.org/access-statement
Following the visitor journey, the main assessment areas are described in the following
sections.
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3.1. Planning and booking phase
Information search, planning and booking

Information for visitors who are planning or booking a trip will often be in the form of
a Website or mobile app and/or paper-based information.
The Website analysis may be carried out remotely. It should focus on the Web Accessibility
(for persons with disabilities) which will include the use of automated checking tools and
human checking, and the Web content with respect to descriptions of accessible services,
which should also be present on the Website.
Managers should ensure, by confirming with a certificate from the Web developer, that
the website conforms to the Web Content Accessibility Guidelines (WCAG) version 2.1,
level AA, which is the required “standard” for public websites in EU Member States and is
the “benchmark” for all accessible websites. The website should have a Label showing WCAG
compliance. Web accessibility can be partially checked using automated checking tools.
A “human check” by a Web accessibility expert is also required to ensure that Web pages
conform to WCAG.
Main WCAG reference - click here.
Selecting automated Web accessibility checking tools - click here.
Information in the form of brochures, leaflets and menus, should be accessible by using,
for example, large fonts, good colour contrast, and plain language.
When giving information on the telephone, there are also several “good practices” that
should be followed.
Videos should have subtitles and show a sign-language presenter, if possible.
A “Universal Design Toolkit” for design (and assessment) of all the above types of
communications with tourists is available at: http://universaldesign.ie/products-services/
customer-engagement-in-tourism-services/
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For more detailed information about tips and tricks regarding accessible marketing please
refer to the Guideline 4 - How to bring to market and promote an accessible product.
Figure 2 Example: tips for printed information. From Universal Design Toolkit.
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3.2. Travel to/from the destination/venue and transfers

The challenge of offering a seamless accessible customer journey begins when people leave
home. For many people travel means long-distance journeys by air, rail, coach or ferryboat.
Many journeys on public transport require the use of different services, which means that
any break in the chain makes the whole journey impossible for people with disabilities.
Long distance transport
Assessing the accessibility of long-distance transport in EU Member States is outside the
scope of this How to guide. A Report to the EU Parliament on:
“Transport and tourism for persons with disabilities and persons with reduced mobility”
addresses this issue. Click here to download the PDF file.
See also: Section 3.5 Mobility and Local Transport

3.3. Overnight accommodation

Overnight accommodation facilities are a key part of the accessible visitor journey.
A hotel can be much more than a place to sleep. Think of all the functions that a hotel might
provide. It is a place for living, not only for sleeping. For some guests, especially the larger
hotels and resorts can even be destinations in their own right.
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Accessibility assessments are carried out at all the visitor touchpoints of the venue.
The assessment tool can be based on a national or international accessibility standard
or the checklist of an Accessibility Information scheme.
Figure 3 Example of some of the requirements for assessing accessible parking spaces at the
venue.

Assessments require measurement tools: Laser or tape measure, a tablet or notepad for
keeping notes and a camera to take photos.
Figure 4 Assessment tools
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Figure 5 Example of some requirements for assessing accessible guest rooms

The following images are taken from the Accessibility Guide, The Hytte, VisitEngland
accessibility scheme, United Kingdom, which was elaborated based on the VisitEngland
National Accessible Scheme and an expert accessibility audit.
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Figure 6 The Hytte -Extract from Accessibility Guide, The Hytte, VisitEngland accessibility
scheme, United Kingdom https://www.accessibilityguides.org/content/hytte-0
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Figure 7 Description of accessibility of bedroom for The Hytte self-catering accommodation

The “Pantou Access Statement” template is a free-to-use template for self-assessment of
a tourist venue or service, available in WORD format: https://pantou.org/access-statement
An example of a completed Pantou Access Statement is shown at the profile page of
“Agritourismo Le Sorgenti”. https://pantou.org/agriturismo-le-sorgenti
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Tourism suppliers are advised to add photographs to the Access Statement to provide visual
information to potential customers.
How to take measurements and take photographs
The Pantou Photo and Measurement Guide shows how to take suitable photos and make
accurate measurements of critical features and possible barriers, such as door-widths, guest
toilets, ramps, etc.
Figure 8 Photo and measurement guide for entrance door
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3.4. Food and beverage

Restaurants, cafes, bars and other facilities offering food and drinks are also of key
importance in the accessible visitor journey.
Accessibility assessments focus on the physical access: entrance, circulation areas, tables and
chairs, height of buffet, lighting, large-print and picture menus, provision of special diet meals,
declaration of menu ingredients, etc.
Figure 9 Example checklist for dining area. Adjustable centre-leg table
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Figure 10 Picture menu and digital menu, activated by a smartphone or tablet

3.5. Mobility and Local transport
Transport information and planning, reaching a venue or a destination
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There are many barriers, which for example people with disabilities or older people have to
face throughout the whole mobility chain. Information about available transport services
should be accessible for all visitors and locals. Information should refer to accessibility of
vehicles, verbal and visual notification of stops, signage, stations, stops, pavements, etc.
The simplest form of accessible transport within a destination is the provision of individual
services. Private means of accessible transport such as private accessible coaches and taxis
are usually very convenient and appreciated by visitors with disabilities. However, accessible
taxis and coaches are quite scarce in many cities and regions.
Figure 11 Accessible taxi with rear entry ramp and wheelchair, Malaga Spain

Photo: https://servitaxicostadelsol.com
Wheelchair accessible taxis should have good head clearance for a seated wheelchair user and
a system for tying down the wheelchair.
Figure 12 Photo: The Gleneagle Hotel shuttle bus, Killarney, Ireland

Providing accessible transfers and/or information about local accessible transport services
can also be very attractive from a business perspective for customers who need to know in
advance how to reach the premises and move around the destination.
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https://pantou.org/sites/default/files/access_statements/The%20Gleneagle%20Access%20
Statement%20Summer%202018.pdf
Assessment of transport services to consider:
•

Information provision: Accessibility of transport information: Information points, Websites
and Apps, ticketing/booking services

•

Accessibility of ticket machines and counters

•

Procedures for wheelchair users, priority seating policies

•

Accessibility of transport vehicles

•

Provision of accessible seating and waiting areas

•

Accessible signage

•

Accessible paths and routes

•

Accessible toilets

•

Special assistance services

•

Availability of mobility scooters, rollators and wheelchairs for loan or hire.

3.6. Activities
Services and supplies, shopping, cultural experiences, sports and leisure

Assessment of activities covers both the physical environment where activities take place and
- especially – the service component, including the quality of the visitor experience.
Accessible services depend largely on appropriate training of tourism professionals. Trained
managers, staff and other personnel will be aware of the accessibility and accessible features
of venues and are able to understand customers’ requirements and know how to serve
customers in an appropriate way.
Areas of assessment to be considered can include:
•

Availability of equipment hire services: accessible premises and services

•

Accessible shops
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•

Accessible paths and trails

•

Accessible beaches

•

Accessible museums

•

Accessible archaeological sites

•

Accessible stadiums, sports facilities

•

Accessible theatres

•

Professional certification of tourist personnel.

The assessment of these facilities and areas includes all aspects of physical access,
as described in section 3 (introduction).
Independent professionals, such as Certified Tourist Guides, also play a key role in delivering
quality services. Some tourist guides have special training in accessibility skills suited to target
groups with specific access requirements. An example of certification for tourist guides is the
T-Guide training offered by FEG and ENAT, for guiding visitors with intellectual impairments.
See: https://www.t-guide.eu/
An example of assessment in accessible museums
Figure 13 The COME-IN! Project identifies eight areas that define the service chain to be
assessed in museums

Source: Accessible Museums Handbook
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3.7. Sharing and recollecting the experience
Sharing impressions

Whether at the venue or when they have returned home, the possibility of sharing
experiences from a trip with friends, family and social media followers is very important to
the visitor. This means that the shared messages, photos and videos are, potentially, a very
significant marketing tool for tourism business owners.
Figure 14 Social media logos

A key element for supporting visitors when sharing the experience in natural and rural
areas in this phase of the visitor journey is that they should have easy access to digital
images of the venue, fast internet and tips about local beauty spots and other attractions.
Accessibility features may often be “hidden” or part of the service – nevertheless, visitors
who have appreciated the level of service offered, e.g. an accessible guided tour or other
outstanding experience, can describe them.
Checkpoints for this stage of the visitor journey:
•

Fast and free internet on site

•

Digital assets on business websites and social media pages (local photos, images, videos
to share).

•

Invite visitors to share photos, videos and testimonials on business sites

•

Provide visitors with a list of attractions, local viewpoints and exceptional cultural sites

•

Share visitors’ social media posts and testimonials on business websites

•

Address visitors’ online feedback and complaints quickly and constructively.
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Visitor feedback management
It is important to gather remarks, comments and suggestions from visitors, because their
feedback is valuable for making improvements and providing a better service in the future.
Each venue should provide a way of collecting feedback: from the traditional visitor’s book,
to the more sophisticated touch screen devices.
It is important to:
•

ask the visitors if they want to leave a feedback

•

show where and how to do it

•

provide different accessible formats to give feedback

•

give assistance, if necessary

•

collect and evaluate these feedbacks and take measures if necessary

•

inform the visitors about measures that have been taken after feedback has been given
so that they see that feedback is appreciated and can change things.
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