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Dubai: An accessible destination for all
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HORIZONS

A 21ST CENTURY VIEW OF DISABILITY



Accessible Tourism is:
“Tourism for All”

— making environments, venues and
services suitable for the widest range of
customers, including people with
disabilities, seniors, families with small
children... and many more.



Why Accessible Tourism?

» Market: Demographic ageing is happening now!
Increasing demand for access.

> Price & Quality: Increasing global competition in
terms of price and quality of tourism and travel
offers.
Accessible Tourism = Quality tourism business.

» Rights: The rights of persons with disabilities to
equal participation in society must be respected by
travel and tourism providers.



Tourists come in
all shapes
and SiZzes
)

Let them in!
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Top 10 complaints of customers with
disabilities
1. Refusing to accept customers with disabilities on the
grounds of health and safety
2. Inaccurate information regarding accessibility before arrival

3. Lack of choice when visiting tourist destinations

4. Need to keep asking assistance from staff because of limited
accessibility

5. Patronizing attitudes from staff

6. Staff talking to assistant or an accompanying person rather
than to disabled customers directly

7. Lack of information about accessibility of venues on
promotional material or websites

8. Lack of access to common facilities (e.g. pool or restaurant
of a hotel)

9. Unwillingness of staff to offer extra assistance with simple
commonplace tasks

10. Use of inappropriate language related to disability
7 out of 10 issues are about staff behaviour or attitudes



Visit: www.accessibletourism.org
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Visit: www.accessibletourism.org
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European Network for Working together 1o make
Tourism in Europe Accessible for all
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Private non-profit organisation. Founded Belgium, 2008
Began as an EU Pilot project: “Mainstreaming
Disability Policies in the Tourism Sector” (2006 -7)
Founded by a multi-stakeholder consortium united in the
purpose of developing and promoting better accessibility
in tourism for ALL visitors

Open to all organisations and persons who support its
Statutes



The mission of the European Network
for Accessible Tourism is:

- to make European tourism
destinations, products and services
accessible to all travellers and to
promote accessible tourism around the
world.



European Network for
Accessible Tourism

In Europe and around the world N ENAT
&

100 members in
more than 50 countries

In Europe, Middle East, Africa, North and South America,
Asia, Australasia — Pacific regions
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The ENAT “Code of Good Conduct”
The European Accessible Tourism Directory — http://pantou.org
Website and Social Media (News, Articles, Events, Press...)
Directory of ENAT Consultants:
- in Universal Design, Web design, Customer Care, Destination
Management, Smart technologies, Apps, Market Analysis, etc.
International Project Management
Accessibility Auditing
Training and e-Learning Programmes




A few of ENAT’s members and partners R \ENAT
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Lack of
awareness

Why is Tourism and Travel
not accessible for everyone?

Lack of
knowledge
and skills

Lack of
experience

Misunder-
standing




Seniors
...are 65% of the accessible tourism market

* 1in 5 persons in Europe
are over 60

* They want to travel and

."' fh whes
B )

enjoy life

» Seniors from Europe take
6 to 7 trips a year

* Most discretionary income
» More active “youthful”

» Most overseas trips

1
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The global ageing population

ars or over, estimated for 1950-2014 and projected to 2050
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e Northern America
s OCEANIA
Asia
= Latin America and the Caribbean
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The global ageing population
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Relation between Ageing
and Disability
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World Report on Disability, 2011



Growth potential

Growth potential in
tomorrow’s older
consumers

» New products and
services

» Accessible, inclusive
environments and
offers




United Nations Convention on the
Rights of People with Disabilities

* The UNCRPD, adopted on 13th December 2006, aims to “promote,
protect and ensure the full and equal enjoyment of all human
rights and fundamental freedoms by all persons with disabilities,
and to promote respect for their inherent dignity”.

* 1 billion people have a disability

1 000 000 000

* Article 30 requires : “Equal access to participation in cultural life,
including leisure, tourism and sport”

e Convention signed by 160 States parties
* Optional Protocol Ratifications/Accessions by 88 States parties



Visitors




Current demand and forecasting — Europe

1. As of 2011, there were 138.6 million people with access needs
in the EU, of which 35.9% were people with disabilities aged
15-64, and 64.1% were elderly, aged 65 or above.

2. Among the EU27 countries, UK, France, Germany, Italy
and Spain are countries with the largest population of
people with access needs, all above 10 million.

3. In 2012, people with access needs in the EU took
approximately 783 million trips within the EU, and the
demand is anticipated to grow to about 862 million trips per
year by 2020, equivalent to an average growth rate of 1.2%

annually.



Current demand and forecasting— Europe
4. In 2012 more than half of the individuals with disabilities in

the EU travelled;

5. A slightly smaller proportion of the elderly people travelled

during the same period.
6. Majority of trips, either day or overnight trips, took place

within the EU, particularly in home country.

(0/.\

Group People with Disabilities | The Elderly population
. :Overnight Day : Overnight

Travel Type Day Trips Trips Trips  Trips
Travel o : o o : 0
Propensity | RGN S | SR N
Travel 6.7 6.7 6.9 5.5
Frequency |
Of these, spent
in

Domestic (%) |87.1% 60.1% 87.3% 70.0%

EU (%) 10.4% 27.4% 12.1% 22.8%

International |, g, 12.5% 0.5%  7.2%




Current demand and forecasting— Key findings
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Current and future demand for EU’s accessible tourism by EU27
countries (2012-2020)



Travel companions — Key findings

On average, people with access needs in the EU travel with
about 1.9 companions; people with disabilities tend to
travel with more companions than the elderly population (2.2

and 1.6, respectively).

The economic contribution of Accessible Tourism will be
amplified by a similar scale if the travel companion effect is

taken into account.




Current demand and forecasting — USA

@ Open Doors Organization

Opening doors for people with disabilities in travel and tourism

Travelers with disabilities, Study 2015

$17.3 billion annually, up from $13.6 billion in 2002. Since these
individuals typically travel with one or more other adults, the economic
impact is actually double, or

$34.6 billion...

In the past two years alone, more than 26 million adults with
disabilities traveled for pleasure and/or business, taking 73 million
trips.”

Among adults with disabilities who have traveled by air, 72% said they

encountered major obstacles with airlines and 65% with airports, down
from 84% and 82% in 2005



The Visitor Journey
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Impact of disability on taking a holiday

Learning

Partially Mobility Profound| Mobility . difficulties / mental
hearing or  impaired - deaf ory impaired -  Wheelchair health and

impaired aids aids

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

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

addressed accessibility is not

addressed

Source: Adapted VisitBritain

Useful Access information through the supply chain Essential

N v




2 3 member of the party has an | )3 &
2 B

Did you know...

Trip length and spend

Longer stay and higher spend OVERNIGHT
TRIPS

AVERAGE LENGTH OF STAY 3 3NIGHTS
‘ ALL 2.9 NIGHTS

AVERAGE SPEND 0 E‘Ig]
' i

ALL £184

Source: VisitEngland

VisitEngland



Trips and spend

Trip groaps where a member of the party has an inpaivment

E]2.4BN

SPENT ON TRIPS
WHERE A MEMBER
OF THE PARTY HAS
AN IMPATRMENT

Source: VisitEngland

VisitEngland



Traveller impalrment breakdown
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Day trips, 2013 (271 Million, £Billion 9.4)
Domestic overnight trips, 2013 (14 Million,
£Billion 2.7)

Inbound trips, 2013 (0.6 Million, £Billion 0.3)
Total trips in 2013 - (285.6 Million)

Total spend in 2013 (£Billion 12.4)
Average stay: 3.3 nights against 2.9 for All
Average spend: £191 against £184 for All
Increase in visitor numbers since 2009
(+19%)

Increase in value since 2009 (+33%)

Source: VisitEngland @
VisitEngland
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Tourism value chain:
...the 4 essentials

Accessible...

b &R, ©ld

v Information - search, bookings, Websites,
mobile...

‘/ Transport - vehicles, terminals, transfers,
assistance...

v Infrastructure - attractions, accommodation
restaurants, streets, beaches...

‘/ Services - hospitality, packages, guiding,
excursions, special menus,
activities, tech-aids, assistance...

...throughout the entire delivery chain



Tourism value chain:
...the 4 essentials

Accessible...

® Information - search, bookings, Websites,
mobile...

miou




Tourism value chain:
...the 4 essentials

Accessible...

® Transport  -vehicles, terminals, transfers,
assistance...




Tourism value chain:
...the 4 essentials

Accessible...

® Infrastructure - attractions, accommodation
restaurants, streets, beaches...




Tourism value chain:
...the 4 essentials

Accessible...
® Services

- hospitality, packages,
tourist guiding,
excursions,

special menus, activities,
technical aids, personal
assistance...

...throughout the entire delivery chain



The Chain of Accessibility

From arrival to departure, the visitor must be
guaranteed an unbroken “chain of accessibility”

# arrival
eat, sleep

.

shopping

local
transport

visit attractions departure

-



If just one link in the chain is broken (inaccessible)
the trip will be spoiled...

‘ arrival \‘ eat, sleep
/

N shopping

local
transport -

visit attractions

departure

-)



Universal Design

A pre-condition for Accessible Tourism for All is
the application of Universal Design principles
in environments, products and services,




“Mind the Gap” 2014
ENAT Video

&2

: ’ "~ Mind the Accessibility Gap, ENAT, June 2014.

Watch the YouTube Video:

https://www.youtube.com/watch?
v=UNgEQVPj1N8
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Destinations

Collage Dubai by
Jan Michael Pfeiffer
Cc-by-sa-2.0



Actions are needed on every level

International Destination
(Continent)
\ National Destination
\ Regional Destination /
Local
Destination

Tourism
Businesses



Benefits to
Business & Destination

Accessibility ‘So

Improve Quality

Differentiate | | Civic
Pride

New Market

Opportunities More

Competitive
Social Responsibility | | A Better Welcome

Repeat Visits & Respond to Changing
Recommendations Markets

Create a Unique Selling Proposition Economic, Social &
Environmental
Reduce Seasonality Inward Investment | | Sustainability




Benefits to Visitors

Accessibility

Being
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, Business, Cultural Exchange




Recommendations

on Accessible Tourism
Adopted by UNWTO General
Assembly Resolution A/RES/
637 (XX) of August 2013

Recommendations developed
with the support of the ONCE
Foundation for social and

Recommendations

on Accessible @  economic inclusion of people with

Tourism

disabilities and the European

Network for Accessible
Tourism (ENAT)

http://www.accessibletourism.org/?i=enat.en.news.1476




Montreal Declaration on Accessible Tourism,
October 2014

DESTINATIONS

" A World for Everyone

Deciaration from the World Summit Destinations for All
Montroal, 2014

Having mat in Mortresl, Casada ot the Werld Summit Destinations for All from October 19
10 22, 2014, we, a3 women and men Som vanicus counties and fgions around the wend,
noudng professionals, representatives of NGOs and varous sectors of ovil sockety
Universties, intemational and mulliateral agencies, and employees of govermment Nsttusons,
we haraby agree to the foloming Declaration
Recognizing the imporant consbiutions made 1o e Sevelooment and promoton of Tourise
and Destnadions for AX, (Incdng for persons wih dsabises. senocs, amies and other
Vistors). and understanding Tat local Gtizens are the fnst 1o bene’t bom mich eforts,
nckading the folowing key ntatves

Q The Dectaration on the Rights of Disabled Persons (UN, 197%)

O The Princples of Universsl Design, Varsion 20 Raleigh, NC: Nosh Casclin Stane

University, The Center for Universal Design (1997
O The Global Code of E3tcs o Tournsm (UNWTO, 1995
Q 2010 A furope Accassidie For AJ (Huropean Commussion, 2000)°,

gvvnsa_ocm«wavmwulmm ‘:/Susl-'.\imNl’t-‘.mw.’)’;mw'-v\'lxo&l'. Content Of the deCIa ratlon.

0 The Convention on the Rights of Pevsons wih Dissdstes (LN, 2008)

Q The Yakayane Declaraton on the Development of Communties-for Al in Azl and the
Pocific (UN Econarmic and Social Commissien for Asis asd e Pacic (ESCAP, 2000) WWW. ke rou I .JC. Ca/DATA/TEXTE DOC/
Q The 1SO Standand 215422011, Bulding construction « Accessdity and ussdity of the
Dt snvonment providing a global reference for the design of buldings Incudng o
s nkanchse (2911 - Declaration-Montreal-Eng.pdf
O The Baian Manfeato for he Pramcton of Accassible Toarism (2011
0 The Wors Report on Dasddty @acudng that =ore e 1 BloN pecple worktwide Ive
With a Gisabilty (Word Mealth Organization 2011) 7,
QThe 5 { Conference on Towdsm in Destnations addvessing
Access o AV (ICRT, Canada, 2011)' H h d I 3 .
0 The relevant Standards and Recomeended Practices of Amex § - Faciisicn © the TO s Ign t e ec a ratlon *
Convestion 0o lsfermationsl Chl Avation (Chicago Convestion, 1944) sad the Manual

o Acoms b de Tt by Panors ) Dt (rraorl O s www.destinationspourtous2014.com/en/
declaration

A Workd fr Everysne. Cucannon o T Wi Sumnd Onseations o A Mol 1214

Endorsed by conferences in San Marino, Kuala Lumpur and Amman, 2014 - 2015



A World Network on Accessible Tourism

&
DESTINATIONS

POU TOWS | FOR ALL

™% A World for Everyone Enabling Accessible tourism for Al
o Fostering market development
ssesemresaeemenzsez: o Setting Quality Standards

nohding  proflessionals, represantatives of NGOs and verous sectors of ovil sockety
Universties, nlematonal and mulliateral agencies, and employees of govermment NsttusoNs.

ey e e Ot * Promoting accessible destinations

Recognizing the impermant conibutions made 10 he Sevelopment and promason of Tourisn

and Destnadions for AN, (incudng for persons wih dsabiites. senons, amies and other .
vistors). and understanding Tat local Gitizens are the st 1o bene®t bom mich eforts, Y S u Or‘tl n th e | | N ‘ RP D a n d
Inchuding the foliowing key intatves:

Q The Dectaration on the Rights of Disabied Persons (UN, 197%)

O The Princpies of Universal Design, Varsion 2.0 Rajeigh, NC. Nosh Casciing Stase S H
ey TG e e 57 ustainable Development Goals
Q The Giobal Code of Evics or Tounem (UNWTO, 190%)"

Q 2010 A Burope Accessidie For Al (Europesn Commssion, 2000)° . [l [l

0 The Rio Charfer an Unversal Design for Sustainable and Inckisve Deveiopmant (2004]' ° S kl I I S a n d tra | n | n g

0 The Commnton on the Rights of Pasons wih Disstlites (LN, 2008

Q The Takayame Deciaration on e Development of Communties-for Al in Asls and the

.
Pactic (UN Economic and Social Commission for Ass and he Paciic (ESCAP, -‘0:‘),‘. ) S u Ort e I 0 e t a d
Q The /SO Standand 21542:2011, Bulding constnuction « Accessibily and usadity of the I n l I l I I I n n

DAt savironment providing a global reference for the design of Dulsings Incudng

e e e b et T 1 entrepreneurship for people with

0 The Work? Report on Dasddly conciudng that more han | Silon pecple workdwide ive
With a Gisabilty (Word Mealth Organization 2011) 7, " ngugn
QThe 5 & Y Conferance on Towdem In Destnations addressing d Isa bl I Itl eS
Access fo AY(ICRT, Canada, 2011)'
0 The relevant Standards and Recommanded Pracices of Amex § - Fasiitation © the
Convestion on Isfermations’ T Avation (Chicago Convention, 1944) and the Manue)
on Access 10 Ar Transport Sy Porsons with Disabites (memational Civil Aviation
Organization, 2013)"

A Workd fr Everysne. Cucannon o T Wi Sumnd Onseations o A Mol 1214



World Network for Accessible Tourism & ENAT

European Network for
Accessible Tourism

Motivation

A private, independent non-profit association at the global level
UNCRPD: Enabling all people to enjoy tourism: “A World For
Everyone”

To overcome “market failure” in the tourism and travel sector
Promoting international and national policies on AT

Developing and promoting common standards

Showcasing good policies and practices

Promoting sustainable tourism in sustainable communities

Means

Increasing global networking possibilities among stakeholders
Creating a recognised global brand

Encouraging and enabling innovation in the tourism sector
Sharing knowledge, enhancing skills

Promoting ethical standards and developing shared values



World Network for Accessible Tourism & ENAT

European Network for
Accessible Tourism

Needs

» Active members and partners!

» Political support

* Financial support

« Technical support

« Communications plan

« Business Plan: Funding and development

Method
» Virtual Network — Online Social Innovation Community
» A window on the market of accessible tourism for all —
dissemination!
» Self-initiated Working Groups, Sections, Regions
* Engage National Tourist Boards
« Engage with businesses (e.g. UNWTO Ethical Charter signatories)
« Engage with tourists / travellers — e.g. Lonely Planet members
« Stimulate and support Regional, National and Local Initiatives
. Organlsed by existing networks (ENAT, SATH, KEROUL, UNESCAP,

o~k o~ \ L . N [ I 1. . . .



World Network for Accessible Tourism & ENAT

European Network for
Accessible Tourism

Some possible products

WNAT Global News and Events service — E-Bulletin
WNAT — Global Accessible Tourism Directory
WNAT Observatory on Accessible Tourism
Partner search, project design and implementation
WNAT Guidelines and standards for AT
WNAT Code of Good Conduct (modelled on the ENAT Code)
* http://www.accessibletourism.org/?i=enat.en.enat-code-of-good-conduct
WNAT Accredited Training Centres and Training Courses in AT
WNAT Accredited Accessible Tourism consultants (database)

Next steps

Governance framework — “Leaders’ Group”

Inventory of resources — organisations, people, knowledge bases,
possible funding models and sources

WNAT Roadmap: Mission, objectives, branding

Fund-raising: incentives and rewards

Engage with stakeholders and recruit members



Accessible Tourism

Visitors Businesses Destinations
WIN WIN ~. WIN




European Network for

ENAT on Social Media, .‘ ENAT

Web and Contact Address

in

(‘p‘?ﬂ

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

Twitter https://twitter.com/euaccesstourism

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

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

Web: www.accessibletourism.org

Email: enat@accessibletourism.org
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