
ACCESSIBLE TOURISM 
– YOU CAN’T AFFORD 
TO IGNORE IT! 

The role of Tourism for All UK and OpenBritain



Introduction

� The stick:  the Disability Discrimination Act 
� The carrot: unmet needs in the market
� Tourism for All UK, and OPENBRITAIN
� What steps to take next



The Stick…



Disability Discrimination Act

� Illegal to discriminate against disabled people

For example:

� Refuse to refuse to serve someone on grounds 
of disability

� Refuse to take a booking because of a learning 
disability

� Provide a poorer service
� Charge more for a disabled guest than a non-

disabled guest



Disability Discrimination Act

� Service Providers are required to make   
reasonable adjustments

�What is reasonable includes a number of factors:  
financial, human and physical
�Recognises that different approaches need to be 
used to take into account size and nature of a 
particular business

Codes of Practice 
www.equalityhumanrights.com



Disability Discrimination Act

� Service providers expected to provide auxiliary 
aids or services

� For example:
� An induction loop on the TV in a communal lounge for guests 

with hearing aids

� Well situated light at reception to assist reading

� Pen and writing pad to assist communication

� Vibrating alarm system

� Allowing assistance dogs 

� Use of colour contrast to aid the visually impaired



Recent legal developments

� New European legislation regarding air transport 
is creating improved access in airports –
however, many differences in interpretation

� New UK BSI guidance for larger hotels/ groups: 
PAS88

� Ruling on hotels.com and Expedia

� Highest awards are made when humiliation is 
added to obstruction 



The Carrots…..



Size of the Market

UK -10m in the UK have a disability that qualifies under   
the DDA, annual spend £80bn  
Europe -127m people with a spend of 166bn Euros
120m more people in Europe “would travel more if they 
were confident of finding the right facilities”
12% of all overnight domestic trips in England made by 
visitors with access needs or their companions - £1bn to 
economy 5.7 m trips (UKTS)
15% of those with a limiting disability and 23% with non-
limiting who did not take a holiday in 07-08 said they 
would if conditions were right



Its all of us

By 2018, there will be 4m more people over 50 than in 
2008 in the UK alone, with corresponding increases in 
those with hearing, visual, and mobility impairment.  
30% of us will have some kind of non-permanent 
incapacitation due to accident, sickness, mental or 
emotional crisis etc
1 in 3 can expect to be a carer at some time in our lives

Easy access helps mums with buggies, people with 
heavy suitcases

Good signage helps anxious people or those with 
language difference or difficulty



More business points

As legislation kicks in, increased expectation of 
provision, and more people travelling

E.g.  Visitors from US, where 20% of population has a 
disability, have high expectations of accessibility

Conference organisers are required to make events 
accessible and want destinations that meet these needs

‘ROI in 1-2 years’ Scandic Hotels

Disabled people are loyal customers who give repeat 
business 
Many people not tied to school holidays or weekends



Working for a world class tourism 
experience for everyone



Who we are

TOURISM FOR ALL UK –

a national charity, consortium of members from public and 
private sectors, information service to disabled travellers

TOURISM FOR ALL SERVICES –

offer consultancy, advice services, destination audits, 
printed guides

www.tourismforall.org.uk



KEY MESSAGES

Tourism and leisure an entitlement for all

� Accessibility is NOT a niche issue – ageing population, 
temporary incapacity, being a carer, stress-related 
illness, mums with buggies, people with luggage –
‘DESIGN FOR ALL’

� Size of the market justifies investment – not about 
problems, but opportunities  See DCMS “Accessible 
Tourism: making it work for your business”

� Its all about quality customer service

� Preparing for London 2012 Games: DCMS Stakeholder 
Forum for Accessible Tourism 



2012 – Time to inspire



Change attitudes



Get Involved

See London2012.com for ways to:
� Tender for business
� Volunteer in your area
� Cultural Olympiad
� Open Weekend 2010
� Follow news on Paralympics on 

paralympics.org.uk



The importance of information 

“Nothing has the potential to deliver results as simply and 
effectively as accessibility”

BUT

Difficulty of getting reliable information inhibits the        
potential customer

This clearly demonstrates the need for eTourism
as a value added mechanism!



Information issues

� Small percentage of the tourism supply is accessible

� The market requiring accessibility is very diverse

including people with different needs and requirements 
according to type and severity of disability

� Tourism related on-line content is often inaccessible

to disabled users employing assistive technologies

� Accessibility Information is:

� Difficult to retrieve

� Often false and unreliable

� Scattered in different players

� Available in different formats



One Stop Shop 

� Disabled people express frustration at having to trawl 
through many websites just to source essential 
information for a simple trip.

� Visit Britain’s Access Consumer Research’ conducted in 
2007 states:

“… there is currently no comprehensive source of 
information relating to accessible accommodation in 
England. If there was this would remove significant 
barriers when planning a holiday, including 
psychological barriers such as ‘worry’, ‘fear’, ‘anxiety’.”





� Three of the country’s leading charities for the disabled have 
teamed up in partnership with the main tourism bodies to create Open 
Britain, with an all new definitive guide book and web site for people 
with disabilities and special access requirements.

� RADAR, Shopmobility and Tourism for All are the charities, with 
partners now including VisitBritain, Visit Wales, Visit Scotland, British 
Hospitality Association, the AA, the Caravan Club, Hudson’s and more.

� Most recently, we have been able to add data on up to 50,000 
venues inspected and supplied to us by DisabledGo



The Guide
� High impact glossy cover 
� Accommodation entries
� Where to visit, eat and drink
� Special indexes Price £9.99



The Website www.openbritain.net



Information criteria

Combined approach taken by OpenBritain:

� Use of standards/legislation:  NAS, PAS, international 
transport

� Use of symbols as part of guide key

� Use of access statements/minimum criteria

� Defined search fields:  OSSATE

� Signing up to principles: ENAT

� Mystery shoppers

� Consumer reviews 

� Consumer marketing – window stickers, literature 
display – to create brand recognition



Added benefits

� Along with brand recognition, and customer reviews, we 
can create a platform for campaigns 

� Companies who join OpenBritain are offered free online 
accessibility staff training

� Getting away from ‘disability measures’ towards ‘design 
for all’

� Flexible system that can include new features as they 
are developed and move towards becoming standard

� Brand lends itself to sub-brands e.g. OpenLondon

� People and activity focussed, theming, editorial that 
looks fun not just functional



Next Steps

� Join Tourism for All and OpenBritain to be ahead of the 
pack (or free via the NAS)

� Help move the agenda forward – engage with local 
disability groups – acquire skills

� Make sure your property is ready to benefit as the 
market expands – and protected from falling foul of DDA

� TFA offers impartial, business-led advice based on 20 
years’ experience of businesses and customers

� Provide accurate information – do an access statement, 
put it on your website, provide  it to tourist board and to 
OpenBritain



Next Steps

� TFA offers a business forum, newsletter, network, online 
training tourismforall.org.uk

� Destination audits that help tourism planners to identify 
the gaps and set priorities for improving access – the 
visitor experience

� Be ready to welcome the world in 2012!!


