
         
  
 
 
 
    

  

 
 

  

 

 

 

RESTAT- REcognizing Skills to Transform Accessible Tourism 
 

Project number: 2018-1-IT01-KA202-006891 
 
 

COMPARATIVE REPORT (O1-A5) 
 

 

 

  

 

 

 

 

 

TABLE OF CONTENTS: 
 
 
 
 

1) INTRODUCTION 

2) ACCESSIBILITY 

3) INFORMATION ACCESSIBILITY 

4) TRAINING 

5) COMPETENCE MAPPING 

6) CAREER PROSPECTS  

7) CONCLUSION 



         
  
 
 
 
    

  

 
 

  

 

 

1.INTRODUCTION 

1.1 General description  
About Accessible Tourism 
 
Over the last decades, tourism has become a primary social need. It represents not only an 
economic factor of extraordinary importance but also an instrument of personal knowledge and 
emancipation. 
 
When we talk about AT, we speak first of all, about tourism that is attentive to everyone's needs, 
raising the quality of the offer. Needs of all, means knowing how to meet the needs of children, 
the elderly, mothers pushing strollers, people with disabilities that move slowly, do not see, or do 
not feel, or who have allergies or food-related difficulties. 
In other words, the aim of accessible tourism is not to create separate services or facilities for 
certain groups of customers, but to remove obstacles that make travelling for certain groups 
difficult or impossible. In this sense, e.g. wheelchair- accessible recreational facility focused only 
for persons with disabilities is not an example of accessible tourism.  
  
Accessibility expresses the possibility of all visitors (with different needs and abilities) of the 
tourist destination to have easy access to buildings, transport, information, communication, 
attractions and other services, actively participate in programs and events for guests and benefit 
from them. It also reflects the competences of the staff, namely the ability to respond to the 
specific needs of customers. It promotes the inclusion of people with specific needs in tourism, 
and society. It must therefore penetrate all sectors of tourism and must not be dealt with only as 
a marginal matter. Only then can we create tourist destinations accessible to all.  
  
We can summarize the basic principles of accessible tourism using the above-mentioned aspects:   
universally designed tourist products,  

• services and environment, 
• life-long access to clients,  
• client’s independence and dignity,  
• human rights,   
• business opportunity,   
• benefit for all,  
• responsibility and sustainability of tourism. 

 
TOURISM PANORAMA IN PARTNERS’ COUNTRIES 

Tourism in Tusa (Italy) and surroundings 
The desire to discover new places, to come into contact with new cultures, to know different 



         
  
 
 
 
    

  

 
 

  

 

customs and customs or even to organize a weekend out of town, has led to a substantial 
increase in tourism in recent years and with it the need to create accessible places welcoming  to 
all. 

The development of AT, in many respects, has followed the same characteristics throughout 
Europe during the last two decades. Looking, in particular, to the Italian case we can see, as early 
as the early 90s, in some cities good accessible tourism projects have developed. 
 
Fundamental for Italy is precisely the Commission "for the promotion and support of Accessible 
Tourism" established in 2009 which is made up of 17 leading members of the Italian Accessible 
Tourism landscape. The Commission stems from the need to put each person with his needs at 
the center of the accessible tourism system and also represents an undoubted attraction - 
modern and current - to bring back the image of Italian tourism in the world. 
 
In Italy we proceed to "leopard spot". The initiatives are many but very jagged, and yet in the last 
few years significant steps have been taken, also considering the economic convenience that the 
increasing number of people with travel disabilities can make. We can see that in some excellent 
local realities a lot is being done, select itineraries, routes and small or large areas where even a 
person with disabilities can have fun and enjoy cultural assets with a certain ease, but can also be 
hosted in appropriate facilities and above all be able to reach them in autonomy, evaluating the 
different possibilities of getting there by means of transport. 
 
For a clearer picture of AT situation in Tusa and its whereabouts, we can refer to the research  
graphs below that clarify both the state of the art structures and the preparation of staff as well 
as the availability of the same to be trained (Fig. 1- 5), based on primary research data collection 
and analysis by the Municipality of Tusa (Italy))  
 
Fig. 1. Presence of Accessibility Structure/Equipment           Fig 2: Importance of adaptation of tourist services 

     

 
 



         
  
 
 
 
    

  

 
 

  

 

 
 
            Fig. 3, Rooms  Services                                          Fig 4. Staff Training 

    
 

Fig. 5, Trend of clientele with disabilities 

 
 
Accessible Tourism as understood in Czech Republic 
Accessible tourism responds to the needs of persons whose ability to move, to see, to hear, to 
perceive (to communicate) or to taste permanently or temporarily limited.  
  
This group includes: 

• People with disabilities – musculoskeletal, visual, auditory or mental impairments of the 
internal organs of a person with acute injury preventing movement (e.g. broken limbs), 
persons with acute or chronic illness (e.g., travel sickness) 

• Seniors   
• Pregnant women Families with young children, persons with baby carriages Persons who 

are mentally handicapped  
• Persons of small or excessive stature Persons with communication disorders 
• Persons with large and heavy baggage 



         
  
 
 
 
    

  

 
 

  

 

 
 
People with reduced mobility have the same motives to travel as people without limits, i.e. 
exploring recreation, education, social contact, unusual experience, change of environment, etc. 
The presence of a restriction is reflected in specific needs related to the service or environment. 
For this reason, there are also called customers with specific/special needs.  
 
Thus, it is not only about tourism for people with disabilities, as is often thought in a wrong way. 
It is about very diverse group, in which most of us find ourselves at least twice as a life – for the 
first time as a small child, for a second time as a senior. However, we don't have to have any 
handicap to use the barrier-free environment and services. From this point of view, accessibility is 
beneficial to all and it should not be perceived as ancillary, complementary or even as a premium 
service or service which is above all the obligations.  

Accessible Tourism in Greece and the case of Rethymno 
Rethymno is the third largest municipality of Crete with 63,000 habitants. It accommodates more 
than half a million tourists and attracts more than 1.5 million visitors on day tours and cruises 
annually. Therefore, the municipality is building up an integrated approach to face the rising 
challenges of both growing sectors: mobility and tourism.  

Rethymno has been a member of the Covenant of Mayors since 2011 and sustainable mobility is 
one of the strategic pillars of the Municipal SEAP. Rethymno is also involved in the European 
Reference Framework for Sustainable Cities. Through Destinations, Rethymno will demonstrate 
sustainable, affordable and reliable mobility solutions to address the intense seasonal tourist 
fluctuation, to reduce car usage, to achieve a shift in transport modal share and offer upgraded 
and innovative mobility services for citizens and tourists. 

Accessible Tourism in Spain - Valencia 

Strategic Plan for Accessible Tourism of the Government of Valencia, 2017-2020. The point 2.9 
talks about training customer service about disabled people and that it is aimed for students and 
professionals in the tourism sector, with a training schedule through the CDT. 

According to one blind participant, “there are few accessible accommodation or prepare for my 



         
  
 
 
 
    

  

 
 

  

 

type of disability. Though it is truth that those hotels that are part of the ONCE (the national 
organization for spanish blind people) group are more thought for us.” 

Specifically, in the area of Castellón there is a project of cave paintings adapted for blind people. 
This project consists of recreating the paintings that are sculpted on the walls using three-
dimensional figures, so that a person with a visual disability can perceive them as well as another 
person who is not visually impaired. 

Accessible Tourism in Romania– THE IGNORED OPPORTUNITY  

There is a large and profitable market out there that the tourism industry has been largely 
ignoring for a long time. This market is as big as over 650 million people worldwide and it’s 
estimated that by the end of 2020 it will reach an approximated 1.2 billion people (Darcy, 2008). 
It has a huge potential for growth and what’s more, research shows its members are more easily 
converted into regular customers and on average they spend more per trip than the usual tourist.  
The UN Convention on the Rights of People with Disabilities, ratified by Romania in 2010 and the 
European Union in 2011 - is the first international ratified EU treaty to support the inclusion of 
people with disabilities in the community by promoting, protecting and ensuring full exercise and 
conditions of equality of all human rights and freedoms by all people with disabilities and 
promoting respect for their own dignity.  

 Low-end users categories include: 

 Elderly people; People with physical disabilities (mobility, hearing, optical); People with moderate 
mental disabilities (phobias);  Pregnant women;  Mums / dads with children under the age of 3. 

 
 

1.2 Potential catchment area (estimation) 

Potential user area 

The estimation of the AT phenomenon in Europe is quite complex. The customers referred to can 
be distinguished in 3 categories: 

- Older people  

- disabled people 

- people with temporary restrictions 



         
  
 
 
 
    

  

 
 

  

 

 Older people 

 For older people we mean the segment of the population over 65 years of age. The number of 
people belonging to this category, in the coming years, is destined to grow exponentially due to 
the increasing aging of the population, the increase in life expectancy and the low growth rate of 
births in recent decades. 

This category also, usually having a lot of free time, travels often during low season, both to take 
advantage of lower prices and to avoid the confusion and the frenzy of holidaymakers during the 
high season. 

The motivations that push people with special needs to undertake a journey are those that also 
push the rest of the population, namely that of relaxing and cultivating their passions. 

The fact is that the elderly population represents a category with a major impact on the AT 
market and a great opportunity to further promote tourism during the low season, thus ensuring 
a continuous profit for those working in the tourism sector. 

Disabled people 

The World Health Organization in 1980 defined disability as "Any limitation or loss (consequent to 
impairment) of the ability to perform an activity in the way or amplitude considered normal for a 
human being". Disability is distinguished in: 

 Motor disabilities 

 This disability implies limitations in autonomy and in movement due to limitations in the use of 
legs, arms, hands, full, back or neck. The limitation is more temporary or permanent. 

 Sensory disability 

This category groups all people who have a reduction or essence of hearing and visual faculties. 
The difficulties that these people have in common are related to communication skills with third 
parties and the perception of noise. 

The following persons belong to this category: 

- blind or partially sighted. This category is made up of people with a slight visual impairment, 
visually impaired people and blind people; 

- deaf or hypoacusis. Depending on the severity we can find in this category people with total 



         
  
 
 
 
    

  

 
 

  

 

deafness, profound hearing loss, hearing loss. 

 Intellectual disabilities 

This category includes all people who have a permanent behavioral deficit. The capacities of the 
nervous system are limited and also the ability to perform cognitive tasks is severely limited, in 
addition the rate of learning is slow and difficult and there are difficulties in behavior and 
understanding. It also includes autistic people. 

People with temporary restrictions 

This category includes a wide range of diseases that are not exactly visible or explicit as the 
disabilities listed above may be. They include people with: 

- chronic diseases (heart problems, epilepsy, diabetes, asthma, renal failure, etc.); 

- allergies; 

- food problems (intolerances such as celiac disease, for example). 

Moreover, even if they are not real disabilities, all those people who follow a particular diet fall 
into the latter category. This diet is dictated by food practices that share the elimination of 
certain foods, not due to the need for food problems, but for a philosophy of life, such as 
vegetarian or vegan people. 

To wrap up:  

For each disability correspond different needs, and among people with the same disability there 
may be many different needs, the important thing is not to label or catalog people for what they 
seem to appear. If possible, it is advisable to always contact the person with disabilities and not 
family members or care-takers who could sometimes make us perceive a situation in a way that is 
distorted from reality. 

Accessible tourism consumer behavior 

People with disabilities are very appreciative of products that are adapted to their needs. 
Disabled people: 

  - become regular clients after finding a tourism facility that suits their needs; 

 - tend to take longer holiday breaks than the average – 4 days as opposed to the average length 
of stay of 3 days – therefore spending more money per trip (£216 as opposed to £197 overall); 

  - tend not to travel alone, as they are often accompanied by caregivers, family and friends: over 



         
  
 
 
 
    

  

 
 

  

 

50% travel with a partner, 20 % with a child and between 21-25% with a companion.  

In Romania, the vision of the 2030 Horizon Strategy is to make Baia Mare the most powerful hub 
for creative industries, a plug & play cultural platform, a committed and progressive, tolerant and 
prosperous community with diverse and well-structured publications, an educational center that 
valorizes and exploits talent, a favorite destination for city break tourism, a clean and fair 
reputation, a successful story with a cross-border dimension.  

The major action directions of the strategy are: 

 - Developing the consumption of cultural products;  

- Developing the quality of cultural products;  

- Improving and developing physical cultural infrastructure;  

- Supporting growth through creative industries, IT & C, specialized design;  

- Promoting social change and inclusion 

 
 

2. ACCESSIBILITY 

2.1. Brief review on Legal situation of Accessibility in Tourism 
European legislation 

With the Treaty of Amsterdam, the European Union introduced the issue of disability for the first 
time on a regulatory level; the rule, faithfully reproduced in the Treaty of Lisbon that replaced the 
Treaty of Amsterdam, states that "in the definition and implementation of its policies and actions, 
the Union aims to combat discrimination based on sex, race or origin ethnic, religion or belief, 
disability, age or sexual orientation ". 

In 2007, on the occasion of the European Year of Equal Opportunities, the United Nations 
Convention was signed with the aim of promoting, protecting and guaranteeing the full and equal 
enjoyment of all rights and freedoms on the part of the people with disabilities. Therefore, for the 
first time, a tool with binding effectiveness has been adopted for the states in terms of disability. 

Four years later, in 2011, the European Union ratified the Convention by providing for the 
construction of a monitoring system through the drafting of annual reports by the Member States 



         
  
 
 
 
    

  

 
 

  

 

in relation to the measures taken to comply with the general obligations regarding disability. 

ITALY 

In 1998 the Decree of the President of the Council of Ministers was published containing the 
guidelines for the implementation of the "Holiday program for all 1998-2000": the Regions 
committed themselves, therefore, to carry out relevant and effective actions for the development 
of open tourism to all, with a particular focus in favor of the tourist with reduced motor and 
sensory capacity as well as of all the subjects that, because of their status, have particular needs. 

In this context and with this awareness, the Italian government has reformed the Italian 
regulatory framework on tourism (the so-called Tourism Code) by providing, in Article 3, that the 
State ensures that people with motor, sensory and intellectuals can take advantage of the 
tourism offer in a complete and autonomous way, receiving services similar to other users of the 
service without a price increase. 

The innovative nature of the Tourism Code, however, has been stopped by the Constitutional 
Court, which has declared its unconstitutionality due to the excess of delegation, being the 
subject of tourism subject to regional legislative competence. 

More recently, the law 106 of 2014, known as Art Bonus, has introduced important innovations in 
terms of accessibility of tourism and accommodation facilities, encouraging and encouraging the 
adoption of "accessibility”.  
 
ROMANIA 
The National Agency for Payments and Social Inspection, which is subordinated to the Ministry of 
Labor, Family, Social Protection and the Elderly, has the task of monitoring, verifying and 
sanctioning public institutions and even the private entities provided by Law no. 448/2006 as 
responsible for the implementation of minimum conditions for accessibility to physical and 
communication space for people with disabilities.  
  
The National Council for Combating Discrimination, as the authority responsible for implementing 
and ensuring compliance with the principle of equal opportunities and non-discrimination. 
Ministry of Tourism - National Tourism Agency 
 
CZECH REPUBLIC 
There is a legal structure to support accessible tourism It is not a law or edits that touristic places 
have to be accessible. But all the new and reconstructed buildings which are going to be used by 
public (hotels, restaurants, etc.) have to follow Construction law which settles rules how to make 
a place physically accessible. Fulfillments of these rules are checked by Construction Office at the 



         
  
 
 
 
    

  

 
 

  

 

end of building works and only with their stamp it is possible to open the place officially.  Apart 
from this, accessible tourism is part of tourism development strategies which are often a source 
of information for national founding programs.   

 
SPAIN 
Inclusion and non-discrimination of persons with disabilities and other diverse needs is an 
obligation enshrined in Spanish legislation. Tourism should also be considered, since this group of 
people has the right to leisure and to the enjoyment of their holiday time under the same 
conditions as the rest of people, as specified in article 30 of the "Convention on the Rights of 
Persons with Disabilities", signed in New York on 13 December 2006 by the United Nations, 
ratified by Spain in 2007 and in force since 3 May 2008. The lack of accessibility in tourist 
resources is an indirect, but subtle, form of discrimination. 

 
 

2.2. 2.2 Structural and Infrastructural elements 
Ensuring the accessibility of accommodation, transport and mobility, catering and leisure time 
translates into the need to create a link between the various services in order to make them really 
usable, offering people with special needs and their families a wide degree of autonomy in tourist use. 

Attention, not to confuse accessibility with usability. Usually some museums provide staff able to 
guide the work of art and provide appropriate descriptions and explanations to the person with 
disabilities: even in this case we will talk about usability and not accessibility. Accessibility can be 
classified into: 

 Accessibility in relation to disability 

It is very difficult to offer a tourism product that meets the needs of all types of customers because 
there are different types of disabilities and moreover, people with the same type of disability can 
express different needs depending on their degree of adaptation to the disability and compensation 
developed. To achieve this goal, the operators will have to integrate the different solutions from a 
structural, organizational and management point of view, in order to reach the user as wide as 
possible. 

All this premised, in assessing the accessibility of a holiday you have to think first of who is the person 
who will do it and how to reach the holiday resort, access the hotel, enjoy the services offered and 
think of the various daily stages that they will go along. 



         
  
 
 
 
    

  

 
 

  

 

 The physical accessibility of the facilities and equipment 

Architectural barriers are impediments to full accessibility from a security point of view. It can be: 

1. Obstacles or physical impediments (narrow pedestrian paths, excessive height of objects, steps); 

2. Perceptual barriers (absence of reference points, imperceptibility of objects, incorrect lighting of the 
rooms); 

3. Sources of discomfort (inadequate connecting ramps, uncovered routes) 

4. Sources of danger (slippery floors, glazing not properly marked); 

Causes of fatigue (too long ramps, inadequate handrails, presence of carpets, etc.) 

 The accessibility of information 

  Accessibility also includes the reliability of information on structures and routes to ensure reliable and 
effective data that allow each person to independently assess the level of the structure to their needs. 

The customer with special needs should have all the information to be able to safely use the spaces 
and equipment in the tourist facilities. For this reason, it is necessary to establish criteria that make the 
language used as universally comprehensible as possible. 

The information should be: 

• Detailed, that is, to accurately report descriptions of the surrounding structures and environments; 

• Verifiable and reliable, they must have a source recognized as reliable and codifiable. Precisely for 
this reason, many booking sites, in recent years, have included a method of evaluation by customers. 
Through an evaluation and a comment, they release their feedback for that structure at a time after 
the holiday; 

• Accessible or better accessible, think of a person with a sensory disability and the difficulty he might 
encounter in accessing some websites. When we talk about "accessible site" we refer to a web portal 
that must present elements such as graphics, links, audio, displays, information, etc. that can be 
enjoyed by anyone; 

 The accessibility of communication 

As the first step it will be necessary to break down certain mental walls linked to a distorted 
stereotype of these people. In the common imaginary the disabled person is an unfortunate person, 
who needs protection, poor, sick, with mental delays, in a "different" word. Therefore, it is important 



         
  
 
 
 
    

  

 
 

  

 

to free the mind from wrong prejudices and stereotypes, trying to evaluate situations from time to 
time and without being conditioned by focusing on the person and not on disability. It is indispensable 
is to behave naturally, to evaluate the situation of disability that you are facing and behave 
accordingly, avoiding offensive expressions or excessive concern. 

Among the best known assistive tools, we can mention:  

 For optical disabilities  

• screen readers - converts text into audio messages  

 • Screen magnifier - Increases text   

 • Braille devices - reproduce the tactile form of information provided on your computer voice 
synthesizers - called Text-to-speech; the person typing, the system reproduces the audio letters, 
numbers and punctuation marks 

• Alternative keyboards - provide characters larger or smaller than standard keyboards  

 For auditive disabilities  

• light signals  

For physical disabilities  

• Joysticks - Used to control the cursor on your computer screen 

• touch screen on the computer monitor - makes it easy to select the desired programs by simply 
touching the monitor; can be included in the monitor or attached to it 

• voice recognition systems  

 For learning disabilities 

 • intuitive editing programs - the user is typing the first 2 letters, and the program displays a list 
of all the words made up of those letters  

• reading comprehension programs - helps to recognize sounds by adding graphics, sounds, 
animation effects. 

STRUCTURAL RECOMMENDATIONS FOR MORE ACCESSIBILE SERVICES 

Aspects to consider in a tourist information office 
Tourist information offices are the point of reference for tourists and visitors when it comes to 
discovering a new destination. Many tourists become the first image of the destination through the 
offices. In the field of accessible tourism, tourist information offices must take into account the 
following essential aspects: 



         
  
 
 
 
    

  

 
 

  

 

• Make their own facilities accessible.  
• That the personnel of attention to the public have a formation in attention to people with 

disabilities and with diverse needs. For example, to be able to communicate with a deaf person 
or to be able to adequately inform a blind person.  

• To have tourist information in accessible formats for people with visual, hearing and 
intellectual disabilities.  

• To have information on the accessibility conditions of the tourist establishments, resources and 
services of the destination.  

• Within the range of guided tours, there are some whose routes are accessible for People with 
Reduced Mobility and visits adapted for people with visual disability, hearing impairment and 
intellectual disability.  

1. Access  
Preferably, and whenever possible, the tourist information office should be located on the ground 
floor, at the same level as the public road. If this is not the case, the difference in level will be avoided 
by means of ramps or lifts 

2. Entrance doors  
a free passage width > 85 cm. Their opening system will preferably be automatic, with sliding or 
folding doors. If the doors are manually opened, they will not be too heavy for easy opening.  
The space before and after the door must be horizontal, never inclined, and its dimensions will allow a 
circumference of 1.50 m in diameter 

3. Circulation spaces  
There must always be spaces that allow wheelchair users to move between furniture. Tables, chairs, 
benches and furniture in general are  
have a minimum distance between furniture of at least 1,20 m (preferably 1,50 m). 

4. Customer service desk  
People in wheelchairs and short statures need the counter to have a lower height. Therefore, the 
counter should always have two heights. The low part will be > 80 cm wide and between 80 and 85 cm 
high. Underneath the counter table there will be an obstacle-free space with a height between 80 and 
70 cm and a depth of 60 cm 

5. Room furnishing 

Room furnishing requires paying attention to all kinds of furniture present in the room, such as 
wardrobe,  bed, shower, etc; as well as the architectural design and space required for comfortable 
movement. 

 

 



         
  
 
 
 
    

  

 
 

  

 

Examples of Accessible Design Illustration 

An adapted desk 

 

Typhoid models to organize guided tours 
for the visually impaired 

 

Accessible wardrobe systems: two-
height or height-adjustable rack, hangers 
with long handle and extendable rack 

 



         
  
 
 
 
    

  

 
 

  

 

Bed (always twin/double bed, mattress 
of 46-50cm height) 

 

 

Furniture distribution in the adapted 
room 

 

Correct approach space to the bathtub 

 

 



         
  
 
 
 
    

  

 
 

  

 

Adapted shower 

 
 

 

2.3. Agreements for transportation and logistics 
Possibility of agreement for local transport (taxi, van, bus) 

BUSES Y TAXIS ACCESIBLES 

URBAN TRANSPORT  

The recommendations presented below are based on international good practices in the area of 
Accessibility and on the requirements of Royal Decree 1544/2007, of 23 November, which regulates 
the basic conditions of accessibility and non-discrimination for access to and use of modes of transport 
for people with disabilities.  

1 . Eurotaxis  

Adapted taxis are an essential link in the urban transport chain for people with reduced mobility. There 
is no single solution for the conception of an accessible taxi. However, vehicles that provide taxi or 
autotaxi services and that wish to qualify as accessible, in order to transport people with disabilities, 
must meet the requirements set out in standard UNE 26.494 and its subsequent modifications. Among 
the basic conditions, the essential measures are indicated:  

• Doors that allow the passage of a wheelchair 1.6 m high and 85 cm wide.  

• Vehicle floor height of 10 cm.  

• Ramps with a length of 1 m and an inclination of 7% and, if possible, 5%.  

• Inside, a free space for wheelchair passengers at least 1.3 m wide and 1.34 m long.  



         
  
 
 
 
    

  

 
 

  

 

• Interior free height of the vehicle of at least 1.63 m.  

• The wheelchair passenger shall travel forward or with his back to the direction of travel, never 
transversely; he shall carry a backrest with a fixed headrest (permanently attached to the 
vehicle structure); he shall have a wheelchair anchorage and a safety belt with at least three 
anchorage points for the occupant. The taxi driver shall be obliged to fit these last two devices, 
if the user so wishes.  

• It is recommended that adapted taxis have motorised pivoting seats, which are particularly 
useful for people with arthritis or other conditions that limit their ability to sit and stand up. 
The height of these seats will be between 43 and 46 cm above the vehicle floor.  

2. Awnings and urban buses  

  Identification of the stop  

In order to make it easier for visually impaired people to identify and locate the stop, a strip of 
longitudinal bands and contrasting colour will be placed on the pavement in relation to the adjacent 
pavement areas. It will be 1.20 m wide and will run in a transversal direction to the line of march 
across the entire width of the pavement, from the façade, landscaped area or outermost part of the 
pedestrian itinerary, to the kerb area.  

  Awning 

The awning shall provide access for a wheelchair user either laterally or centrally, with a minimum 
clear passage width of 90 cm. Also, its interior space will allow the inscription of a circle of 1.50 cm in 
diameter, to allow the person in the wheelchair to make a 360° turn.  

If any of the vertical enclosures is transparent or translucent, it shall be marked along its entire length 
with two contrasting horizontal stripes between 5 and 10 cm wide. The first will be between 70 and 80 
cm high and the second between 1.40 and 1.70 m high.  

It shall have at least one ischiatic support or a seat.  

Grouped or individual seats shall have armrests at least on their outer side, and the height of the seat 
shall be approximately 45 cm. 

  Security  

In order to make it easier for visually impaired people to identify the kerb of the stop, a 40 cm wide, 
bright yellow strip of pavement with button texture will be installed along its entire length.  



         
  
 
 
 
    

  

 
 

  

 

On the roadway, the space in front of the stop must be protected with rigid and stable elements that 
prevent the invasion of vehicles that unduly hinder the approach of the bus to the kerb of the stop. 
This approach is necessary for the motorized ramp required for wheelchair users to reach the correct 
embarkation point. 

 Low-floor city buses  

At least 35% of the area for standing passengers (or its forward section in the case of articulated 
vehicles) must be a level surface without steps, with access to at least one service door.  

The height from the roadway to the floor of the bus by at least one of the service doors shall not 
exceed 25 cm. This height may be measured with the Kneeling system activated.  

At least four seats close to the access door shall be reserved (PRM), not wheelchair users, marked with 
standard pictograms. Handholds will be installed in the vicinity to assist in sitting/rising and restraint 
operations, as well as a stop request button within easy reach. Armrests, if any, can be easily removed.  

The clearance in front of the seats reserved for PRM shall be at least 65 cm so that persons can sit and 
stand up if difficulty arises.  

In the seating area reserved for persons with reduced mobility, at least one seat shall have adequate 
space for a blind person and his guide dog.  

Acceptance that blind persons may travel accompanied by their guide dog. It shall be signposted by 
means of a pictogram, in a place visible to all passengers and next to the seats reserved for PRM.  

The bus shall have a system of audible announcements indicating the line, the address, the next stop 
and the connections with other lines or modes of transport.  

There will be a device that will visually inform about the requested stop and another one about the 
direction of the bus, the next stop and the connections with other lines or modes of transport.  

The bus will have a space reserved for wheelchair passengers, clearly marked with the International 
Accessibility Symbol. There shall be no steps or other obstacles on this surface. 

 

2.4 Tourism Oriented Products (TOP) 
Accessible Tourism could be applied to a variety of TOPs collected from project consortium:  

- Conference facilities/audio or visual presentations 



         
  
 
 
 
    

  

 
 

  

 

- Cultural activities (museums, theatres, cinemas, etc 

- Shops 

- Itineraries and  routes around the facility 

- Cultural activities (museums, theatres, cinemas, etc) 

- Museums and other buildings of tourism interest 

- Theatres and cinemas 

- Other tourism activities and events 

- Sports (accessible stadiums, race track, etc.) 

- Green spaces and natural environments 

- Spa programs for disabled person and companion 

- Health oriented stays for disabled and elderly people 

- Quiet rooms and hotels for elderly people  

- Slides, roundabouts sector in a hotels for kids  

- Accommodation with pet, but also with assistant. 

In particular, in Spain, PREDIF and Fundación Vodafone created in 2012 the very first version of 
TUR4all the aim of which was to provide users with accurate information checked by experts about the 
accessibility of tourism establishments across Spain  
 
TUR4all, “Accessible Tourism for All”, is a collaborative platform (Mobile App and Web Page) where 
everyone is able to provide feedback about tourism establishments, resources and services based on 
accessibility for all. 
 
When on holiday, one of the recurring requests of people with disabilities or with accessibility needs in 
general, is to be provided objective and accurate information about the accessibility of a destination, 
including local transport, tourism establishments and services as well as recreational activities. 
 
TUR4all (App and Web Page) contains a collection of tourism resources that have been reviewed by 
accessibility experts, in addition to those that have been added by users using an assessment 
questionnaire. 
Furthermore, users are able, among other things, to add remarks about tourism resources and allocate 



         
  
 
 
 
    

  

 
 

  

 

an accessibility score as well as score for the care afforded to people with accessibility needs. 
 

 

3 INFORMATION ON ACCESSIBILITY 

3.1 Clear information to allow an objective selection of the best accommodation 
facilities according to specific needs. 
Many people with disabilities would like to visit places or destinations with specific objectives: 
many do but then are disappointed by the difficulties encountered, the low accessibility and 
usability experience, while others, informed and documented, give up and change the destination 
of their travel to other destinations. 
 
When we talk about accommodation with accessible rooms and areas we do not only hotels with 
few rooms in a contest which is not accessible, but also properties where everything around is 
accessible (bathroom, lifts, breakfast room, relaxing area, etc.); restaurants inside the hotel or in 
the immediate vicinity which are accessible; activities and excursions in the surrounding.  
The concept of an accessible vacation should not be a structure where everything inside is 
accessible, but all around there’s nothing guests can do except watch TV, playing cards or doing 
other “passive activities” they must be free to enjoy the surrounding the same way other visitors 
do. 
Trained and informed staff in each location, since people with disabilities need particular 
attentions. 
 
To meet the demands of people with disabilities involves financial effort, but if we compare the 
costs of compliance associated with Accessible Tourism criteria, we realize that are small in 
comparison to the potential and remarkable benefits gained. 
To have a clear vision of the best accommodation facilities according to specific needs it is 
primarily important to understand the real needs of tourists and visitors, and then matching 
these both from a structural perspective, and in terms of the competences of  tourists provides 
and operators, to the extent that independent accessibility, whether physically, perceptually and 
intellectually, is always the aim. 
By placing customers and their satisfaction at the centre, a check-list logically followed on the 
side of demand, with a corresponding list of the opportunities and problems posed to the supply. 
 
While Italy, for example, presents numerous accessibility challenges, there is almost always 
something you can do to make it work. 
Some Examples: Many Italian churches and museum and churches have discounts for visitors with 
disabilities.  In Europe, the extent of someone’s disability is indicated on an ID card.  Visitors from 
other parts of the world will usually not be required to show documentation about their disability 
if they are using a mobility scooter or wheelchair.  



         
  
 
 
 
    

  

 
 

  

 

 
For example, in Rome, the hotel neighborhood should depend on your disability – Rome has 
severe cobblestones in the city centre near the Pantheon, Campo de Fiori, Trevi Fountain, and 
Spanish Steps and manual wheelchair users may want to stay outside of this area where there are 
fewer cobblestones. The situation is different for power wheelchair users or mobility scooter, 
they have to face different challenges.  Few public transportation options exist and accessible 
private transportation is expensive.  Tourists using a power wheelchair or mobility scooter should 
stay in the very center of Rome so they can roll to the Vatican, the Trevi Fountain, and the 
Colosseum. Another issue is that by big towns (e.g. Rome, Venice, Naples, Palermo, etc…) have 
some great attractions, but they’re also crowded with tourists.  This may suggests a visit some of 
the smaller more charming towns like Siena, Verona, and Assisi. 
 
Situation on Accessible Tourism:  
Regarding the local situation, Sicily is one tourist hot-spot on national and European scale. It is 
estimated that there are more than 3 million of tourists with disability that would like to visit 
Sicily, but usually the local structures are not accommodating enough to their needs (Foundation 
Giovanni Amato, 2016).  
Take an example, browsing from all municipality’s tourism websites in Sicily (available at 
http://pti.regione.sicilia.it/portal/page/portal/SIT_PORTALE/SIT_LOCALITA) one can immediately 
realize that: there is a lack of information to tourists with special needs as few provincial tourist 
portals offer specific guidelines for Accessible routes and tourist offers, as well as the 
incompetence of staff when dealing with customers with special needs. In short, accessible 
tourism in Sicily at the moment seems to spring from individual or private efforts rather than a 
systematically organized one. 
 
Nevertheless, useful information can be found at www.sicilyforall.com a Webportal that contains  
a list of Reception and Hospitality places that can satisfy special needs, through information 
documents in respect of standard accessibility of the accommodation. The website was created 
by Errequadro srl, a Consulting company in the tourism and hospitality sector, within the 
“M.U.S.T.: MOBILITY UNESCO SUSTAINABLE TOURISM” project. 
 

3.2 Dissemination through Tourism Information Channels 
Italy 

Different solutions are represented by Audio guide, Audio Description, Audio and Signage and 
also applications. Thanks to a range of mobile applications developed specifically for the blind 
and visually impaired, more people than ever can now enjoy their holidays. 

 

http://www.sicilyforall.com/


         
  
 
 
 
    

  

 
 

  

 

Tactile maps 

For example, Tactile maps that are present in Sicily’s airports (Palermo, Catania, etc.) can 
certainly act as useful aids. The problem though is that the tactile maps are inside the airport 
departures area and a blind person would not have much success in finding it to start with. 
Placing such a map just inside or outside an entrance (to the side) would make it much easier and 
more effective. 

Tactile Ground Surface Indicators (TGSIs) 

Tactile Ground Surface Indicators are a useful aid for the visually impaired and such aids are 
relatively cost-effective. 

Online help 

Some travel providers and travel locations shows that such companies are at least beginning to 
try and provide better information. 

Useful websites:  
- www.sagetraveling.com useful tips regarding accommodation and other services. 
- www.disabledaccessholidays.com information and direct online support  
- www.accessibleitalianholiday.com  search engine for information according to zip code 

and Online chat function   
- www.europewithoutbarriers.eu a project that aims to create a network of organizations 

able to design, implement and promote accessible itineraries 
- www.accessibleitaly.com 
- www.progettomust.it/it/ 
- www.bookingbility.com a website that reviews hotels and B&Bs on the basis of their 

accessibility. 
- www.siciliaccessibile.it/ information on tourism for people with  disability in Sicily divided 

into historical, archaeological and natural. 
 
Romania 

The new county website, functional since July 2014, has an important section dedicated to 
promoting the county. Maramureş is presented from a cultural, historical, economic, tourist, 
traditional, demographic perspective.  

The presentation of UNESCO monuments in the county, protected areas, popular landmarks etc. 
Other websites dedicated to promoting the county are VISITMARAMURES.RO and 
TURISMMARAMURES.RO. The right information channels for specific groups of people with 

http://www.sagetraveling.com/
http://www.disabledaccessholidays.com/
http://www.accessibleitalianholiday.com/
http://www.europewithoutbarriers.eu/
http://www.accessibleitaly.com/
http://www.progettomust.it/it/
http://www.bookingbility.com/
http://www.siciliaccessibile.it/


         
  
 
 
 
    

  

 
 

  

 

access needs?  (e.g. website not useful for blind people but a Travel Agency would be more 
useful). 

Spain 

The recommendations are based on international good practices in the area of Accessibility and 
on the requirements of Royal Decree 1544/2007, of 23 November, which regulates the basic 
conditions of accessibility and non-discrimination for access to and use of modes of transport for 
people with disabilities.  

Greece 

Access Guide by the Greek National Confederation of Persons with Disabilities: the website 
provides information accessibility for all tourist areas and recreational activity in the prefectures 
of Greece, such as: hotels, fast food, restaurants, clubs, cafes, Clubs, entertainment centres, 
theatres, cinemas, supermarkets, shopping centres, beaches and organized bathing places, 
museums and archaeological sites, churches, monasteries, other places of worship, sports 
facilities, airports and other infrastructures, festivals and events, organisations of disabled 
people, hospitals, health services. National Confederation of Disabled People put together an 
accessibility guide in 2008, cataloguing all of the tourist attractions and recreational activities that 
are accessible to the disabled in 52 cities in Greece.  

 ENAT (European Network for Accessible Tourism) - Greek Office, an organization that has as a 
main objective to be a pioneer in the study, promotion and practical implementation of issues 
that concern accessible tourism  

Greek Ministry of Tourism 

Greek Tourism Office 

Czech Republic 

The right information channels for specific groups of people with access needs?  (e.g. website not 
useful for blind people but a Travel Agency would be more useful)  

- Direct experience (own experience or experience of family members, good friends) - Internet 
and social networks – for pregnant women and mums with small children is the best source for 
information, about 36 % of physically disabled people use internet as a source of information, 
about 47 % of visual impaired use internet as a source of information and about 43 % of those 
with hearing impairment use internet as a source of information - Catalogues, printed materials – 



         
  
 
 
 
    

  

 
 

  

 

seniors - Not so common is visit of Information center, travel agency or logistic providers – even 
for the group of visually impaired people – only 20% of visually impaired use this chain to get the 
information. 

 

4.TRAINING 

4.1 Encouraging training and skills development 

In several EU Member States there is growing awareness among National and Regional Tourist 
Boards of the importance of the accessible tourism market. 
Where tourist authorities and destinations place a strong focus on the development of accessible 
tourism there is some evidence that training projects and learning initiatives are likely to follow.  
It is also important to note that the “maturity” of a tourism destination does not guarantee the 
availability of courses on accessibility. The surveys indicate that in Italy many training courses and 
business initiatives have been developed addressing accessibility in tourism, but these have 
struggled to remain sustainable over the long term. 
 
Effective training for tourism for managers and staff is a vital component in the successful 
delivery of accessible tourism for all. Additionally, training provision needs to be fully integrated 
with market demand and with the supply of accessible services.  
 
So it must cover the entire chain of tourism and technical professionals, including upstream 
suppliers, and therefore feature up-to-date programs of various training levels and specialism. 
To this end were identified the reference timescales (short, medium and long term), training 
areas, and also themes and methodologies, with planned research/assessment on existing 
training products and more generally a positive communication initiative on training itself. 
 
Compared to the rest of Europe, Italy and Sicily are still a long way from delivering opportunities 
to people with reduced mobility to enjoy an obstacle-free holiday. On the other hand, however, 
there is a growing number of apps and start-ups willing to address these needs for a market that 
is constantly growing. 
Values that guide tourism in the Valencian Community and that demonstrate the involvement of 
all the agents involved. 
 
In Spain, Valencian tourism and its agents understand the sustainability, accessibility and 
responsibility of our daily tourism practice from hospitality as a basic principle and frame of 
reference for all our actions. A principle of action that should define our welcome and any 
relationship with our visitors and residents and is based on the following values, reflecting the 
local culture and identity. 
 
In Czech, some training initiative has been taken, for example through project ELEVATOR led by 



         
  
 
 
 
    

  

 
 

  

 

Kazuist organization (Project N° 2015-1-CZ01-KA204-014014) that resulted in promising learning 
outcomes with both improved knowledge and practice for Front-line staff, Venue Manager, 
Receptionists and concierge, Tourism Operator, Facility Manager, Technical operators, Tour 
operators, (Assistive) Technology Manager, Transportation Staff, and so on.  
 
 
 

4.2 Involve all Tourism professionals (manager, employees, companies, enterprises public and 
private)  

People with disabilities represent an underestimated niche of the tourism market both in 
numerical and economic terms. According to the World Bank, 2016, about 15% of the world 
population has at least one disability. 
In Europe there are 80 million people with at least one disability (1 person in 6) and in Italy, the 
phenomenon extends to 6.7% of the population (WHO, 2016). These figures are expected to 
increase over the years due to the demographic ageing because of its correlation with age (WHO, 
2011). The percentage of this group, in the case of Italy, according to the FCS-Censis (2012) 
estimates will increase from 6.7% in 2010 to 10.7% in 2040. 
 
The lists that follow cover all the possible activities concerned: 
1) Universities and Schools 
• Professional institutions that includes food and wine and hospitality industry, commercial, 
agriculture and rural development courses) 
• Technical institutes specializing in technology (graphic communication, fashion system, farming, 
and construction) and economics (tourism course) 
• Secondary schools 
• Universities in tourism and related fields 
• Higher Technical Education and Training) courses aimed at the hospitality sector 
• Teacher training courses 
In the medium term, the proposal is to define a specific Tourism for All tutor profile and 
incorporate the tutor’s expertise in the various courses listed. 
 
 
2) Professionals 
• Various departments to be involved (accommodation, catering, transport, mediation, 
information, culture, guides and carers) and institutional arrangements to be defined. 
 
Tourism professionals to receive Training shall encompass a wide range of staff, including 
Managers/owners, Frontline staff, caretakers, waiters, and so on.  
 
 



         
  
 
 
 
    

  

 
 

  

 

 

4.3. Are there financial funds available to support AT at national/regional level? 

 
Concerning other funds available to support Accessible Tourism at EU level we can mention the 
following EU Call for Proposals, such as Accessible Tourism and COSME Programme.  
The main aim of these calls is to strengthen the competitiveness and sustainability of the 
European tourism sector by encouraging the extension of the tourism season, by diversifying the 
EU tourism product and by enhancing its accessibility. 
 

At National level: 
Italy 
The Italian Government supports financially a certain number of selected projects and initiatives 
aimed at developing the tourism sector in general. 
These are funds set up in the Budget Bill (Legge di Bilancio) and also extended for 2018, for the 
hotel sector that points to the redevelopment and demolition of architectural barriers. 
 
Committee for the Promotion and. Support of Accessible Tourism 
The Committee has the following tasks: 
outlining and promoting policies, strategies and projects about accessible tourism, based on 
principles set out in art. 30 of the UN Convention on the Right of Persons with Disabilities of 
Dicember 13, 2006, formally approved by Italy on March 3, 2009 (Law n.18/2009). 
 
Cassa Depositi e Prestiti  
Cassa Depositi e Prestiti (www.cdp.it) provides funds fro developing Accessible Tourism and 
works across the board to develop the Italian tourism industry, optimising accommodation 
facilities and laying the foundations so that Italian hospitality operators can grow. 
Specifically, through the Tourism Investment Fund (“FIT”), a long-term investment in the tourism 
and hotel sector which is designed to attract institutional investors from Italy and abroad. 
FIT is promoted by CDP with a financial commitment of €250 million, and is managed by CDP 
Investimenti Sgr. 
 
At Regional level, Italian Regions provides calls for proposals, among which we can mention   the 
ERDF Funds (European Regional Development Fund) aiming to strengthen economic and social 
cohesion in the European Union by correcting imbalances between its regions. 
 
Spain 
Annual call for grants from the Valencian Tourism Agency for 2011 within the framework of the 
2009-2011 Competitiveness Plan and the Global Strategic Plan for Tourism in the Valencia Region 
2010-2020. 
 

http://www.cdp.it/


         
  
 
 
 
    

  

 
 

  

 

This call includes a total of eighteen programmes, grouped around the five main axes of 
participative management, modernisation and strengthening of the business fabric, promotion, 
communication and market positioning; promotion and strengthening of R&D and business 
excellence. 
 
The results and experience of previous calls have been taken into account for its preparation, so 
that most of the programmes of the call are maintained, introducing various improvements and 
modifications. 
 
Romania 
Fundings exist in the form of Local funding;  Regional funding;  National funding and  European 
funding. 
For the above-mentioned projects and all those included in the cultural strategy it is necessary to 
allocate about 4.5% of the annual budget of the municipality until the horizon of 2021 compared 
to 2.7% in 2015. In total, over 25 EUR 20 million should be invested in the European Capital of 
Culture project only from the local budget in the period 2016-2023, while culture as a whole will 
benefit from annual amounts between EUR 2.5 million (2016) and EUR 7.4 million (2023). 
Czech 

National – Ministry of regional development supports accessibility of public touristic places and in 
small amount also private ones.  

Regional – support tourism as whole sector 

Greece 

The action ―Integrated Accessible Tourist Marine Destinations‖ is part of the EPAnEK 2014-2020 
operational program (co-financed by Greece and the European Union – European Regional 
Development Fund), aims to facilitate access for tourists with special needs by improving the 
accessibility of the country‘s beaches. Beneficiaries of the action are Greek municipal authorities 
and the Public Properties Company and the subsidies are aimed towards the development of non-
permanent infrastructure on beaches to improve the accessibility for disabled persons. The action 
was drawn up by the General Secretariat of the Prime Minister of Greece in cooperation with the 
Tourism Ministry.  

 Project "Accessibility for All" - In the scope of the European Territorial Cooperation Programme 
―Greece-Bulgaria 2007-2013‖, the - Branch of North Greece (Lead Partner) in cooperation with 
the National Council of People with Disabilities in Bulgaria Accessibility for All" (acronym A.4.All). 
The purpose of the project is to promote accessibility in the public sector and specifically in the 
local and regional authorities. The term "accessibility" means the characteristic of one 
environment which allows all citizens without discrimination due to gender, age and other 



         
  
 
 
 
    

  

 
 

  

 

characteristics (body shape, strength, perception, etc) the safe and independent use and access 
of offered infrastructure and services (conventional and electronic 

 

5. COMPETENCE MAPPING OF TOURISM PROFESSIONALS 

5.1. Focus Group about persons with specials needs 
An interesting focus on the staff with disabilities was attended by both those with sensory, and 
allergic, and motor disabilities 
Many points highlighted by the participants who have shown preliminary interest and, at the same 
time, enthusiasm for the project idea of a tourism accessible to all. 
All the participants in the focus highlighted that limited mobility should not be synonymous with a 
limited vacation, but it is necessary to provide design solutions that consider that even travelers with 
special needs with motor or sensory disabilities, dialysed or elderly, must be able to organize their 
holidays with the assurance that their primary expectations are met. 
They also pointed out that often both them and families travel little for fear of not finding adequate 
facilities to accommodate them, perhaps because they have narrow bedrooms, inaccessible stairs, 
non-compliant menus. 
The participants stressed that "accessible" tourism, or tourism for all, does not involve creating 
solutions and special products designed only for people with a certain disability, but rather ensuring 
that tourism products, services and environments are created and studied. to be suitable for the 
widest possible number of customers, respecting the fact that every customer is UNIQUE. To this end, 
it has been emphasized that every disability has characteristics and, in particular, has needs that are 
different from one another. What has been emphasized by all is that there is no lack of training by 
tourist and commercial operators, both from the point of view of approach with the customer and in 
the creation of suitable structures to welcome "everyone". 

In particular, a blind participant has made it clear that every tourist or business activity should 
undoubtedly apply the concept of usability for all because the business in general is about reaching the 
highest number of customers; the tourism business in particular bases its success on its ability to 
achieve the individual needs of customers. 
All have highlighted how accessible tourism has become a market segment to be taken into 
consideration and incr 
The reflection that arose from the focus but also from the interviews conducted with the disabled is 
that the development of accessible tourism must start from two different points: a society-oriented 
perspective in its entirety and a commercial perspective. These two perspectives are interdependent. 
From a societal perspective, fewer barriers in the environment make citizens more independent of 



         
  
 
 
 
    

  

 
 

  

 

care services, and can even lead to an increase in income, when people with disabilities can work, 
study and be active consumers. Good accessibility is also a good deal, as it can become a real source of 
income if the reception is guaranteed to "everyone".  

From the commercial point of view it is now well known that accessibility is one of the most important 
aspects for tourism business to be competitive on the future tourism market. It is undisputed that 
having new customers, longer seasons and a stronger tourism industry is the obvious result of good 
infrastructure when it comes to accessible tourism. From the two different perspectives, social and 
commercial, efforts to improve accessibility go hand in hand with each other. The public sector is 
improving accessibility in the public environment, in social services, in informing citizens, etc.; while in 
the private sphere, accessibility improves the commercial potential of products and offers. Tourists are 
dependent on a high level of accessibility both in the public and private environment. 

 To be successful as a tourist destination, the entire service chain must be accessible: hotels, 
restaurants, roads and pavement, public transport, assistance centers. Therefore a close and fruitful 
cooperation between public and commercial actors is necessary. 
Tourism for all means wide-ranging reception; means an integrated system of services that allows each 
tourist, regardless of their own health conditions and their temporary or permanent difficulties, the 
possibility of easily and fully satisfying the tourist offer of a territory and its peculiarities. Tourism for 
all means therefore involving a large number of actors in the tourism supply chain: beyond the 
accommodation facilities, the first element to be considered when considering tourism and tourism 
accessibility in particular, a role of primary importance is to be attributed to the activities excursions, 
museums, artistic and cultural attractions, events, guide services. 

Focus group with tourism staff 

The focus with the tourism sector operators was also interesting. The operators in the area also 
participate. In particular, prof. Fiasconara which highlighted the importance of targeted training of 
operators already during the school journey in order to better learn both technical and linguistic skills 
and thus better meet the demands of people with special needs. 
All the operators present admit the lack of training regarding the acquisition of specific skills to better 
accommodate people with special needs. Obviously, it is not easy to create generalized but specific 
training courses in order to satisfy the different needs (motor, sensory, food and temporary 
disabilities). All the operators therefore agree on the need to create a commercial and territorial 
network. this means creating a network by type of disability (one structure deals with the visually 
impaired, another with an architectural barrier etc ...). 
Another determining factor for the development of accessible tourism is the creation of events such as 



         
  
 
 
 
    

  

 
 

  

 

village festivals and give the maximum diffusion of the same using various network tools. 

5.2. Mapping competences of Tourism professionals 
02 Focus groups and 04 interviews were organized in each project country with the view to evaluating 
the relevant skills that tourism professionals accumulate on the job that could be useful to operate in 
Accessible Tourism.  

Participants to the Focus Groups and Interviews include: (Group 1) Tourism managers and service  
professionals (front staff, bar and restaurant employees, etc.); and (Group 2) People with special needs 
and stakeholder organizations in the territory.  
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Czech 
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Following the remarks of the previous question, respondents agreed that there is still a lot to be done 
in order for Rethymno to be considered a fully functional accessible city. However, it was pointed out 
that we are in good track and that the upgraded SUMP (Sustainable Urban Mobility Plans) for the 
Greater Rethymno area will integrate both tourist and citizens’ needs through participative decision 
making. It will take into account the seasonal fluctuations of tourists, their impact on the transport 
infrastructure, the inter-regional mobility and the public transport services within the prefecture area 
and will put the strategic approach for the demonstration measures aiming to enhance economic 
growth, job creation and environmental sustainability  

Such activities have the objective of identifying the useful skills for Accessible Tourism that 
professionals have or lack; as well as the potential career choices they might have thanks to those 
skills.  The findings will create the working base for the following Ouput 2 – Endorsing Tool and Output 
4 – Career Guidance Tool.  

After the FG and Interview activity, the project team were able to identify over 20 skills potentially 

Greece 

Romania 



         
  
 
 
 
    

  

 
 

  

 

accumulable by tourism professionals and filtered them into two groups: Transversal Skills and 
Technical Skills as listed below: 

 

 

The skills were then voted by participants of FGs and Interviews in order to select the 08 Skills 
considered most pertinent and desirable for Accessible Tourism workers, which are:  

FINALIZED SKILLSET OF ACCESSIBLE TOURISM WORKERS 

1. Develop strategies for Accessibility 
2. [Knowledge of] Disability types 

3. Identify needs and technological response 
4. Provide customised services 

5. Communication with customers 
6. Attitudes and Values 

7. Assist clients with special needs 
8. Identify customer needs 



         
  
 
 
 
    

  

 
 

  

 

These skills will be tested to identify the corresponding level of mastery and subsequently certified 
through an online endorsing tool (O2 – Endorsing Tool). 

 

6. SKILL-BASED IDENTIFICATION OF CAREER PROSPECTS 
After having identified the set of 08 Skills most pertinent for Accessible Tourism, the project team went on to 
interview and consult with Tourism experts, Trainers and Career orientation staff in order to propose the 
related 24 Career Prospects that would effectively make use of such skills.  

In addition, to facilitate the identification of Career choices, the selection process again closely followed the 
analyses and nominations made on ESCO portal.  

As a result, the careers proposed do not only limited to those relevant in Tourism sector, but rather seek to 
extend to other work sectors in order to accommodate diverse work preferences and personal characteristics. 
At the same time, they include not only new-entry level jobs, but also those of middle level and higher, for 
better motivating users as well as driving them towards making a plan towards the targeted career.   

The table below lists the 24 most prominent Career prospects linked to the 08 identified Skills for Accessible 
Tourism. These 24 Careers will constitute the Output 4 – RESTAT Career Guidance Tool to be developed in late 
2020 onwards, unless some modifications are suggested. 

N° Career Prospects Related Skill 

1 Customer Experience Manager 1. Develop strategies for 
Accessibility 

2 Tourist Information Centre Manager 

3 Destination Manager 

4 Special Educational Needs Teacher 2. [Knowledge of] Disability 
types 

5 Community Development Social Worker 

6 Recreational Therapist 

7 Residential Care Home Worker 3. Identify needs and 
technological response 

8 Child Day Care Worker 

9 Mental Health Support Worker 

10 Tour Operating Manager 4. Provide customised services 



         
  
 
 
 
    

  

 
 

  

 

11 Travel Agent 

12 Life Coach 5. Communication with 
customers 

13 ICT Help Desk Agent 

14 Technical Sales Representative 

15 Wedding Planner 

16 Tourist Information Officer 

17 Youth Centre Manager 6. Attitudes and Values 
 

18 Foster Care Support Worker 

19 Social Services Policy Officer 

20 Doorman/Doorwoman  
7. Assist clients with special 
needs 

21 Ticket Sales Agent 

22 Head Waiter/Head Waitress 

23 Camping Ground Operative 8. Identify customer needs 

24 Tour Organiser 
 

 

7. CONCLUSION 

 
The initiatives promoted and implemented in the last 10 years have been numerous, but what is 
perhaps missing, first of all, is the need to change the vision we have of these people. We should 
work on the perception of disability.  
 
The problem therefore is not only architectural, but also and above all cultural. The AT, as well as 
a clear signal of civilization of a population, could be an interesting business lever that could allow 
a substantial increase in revenue from the tourism sector. In fact, disabled people never travel 
alone and so we talk about a large number of people who would be hosted if a city realizes 
services and activities available for people with disabilities. Surely realizing works or places 
accessible to everyone is expensive, also because the accessible tourism market involves different 
disabilities and different needs. Often the funds are lacking for some types of realizations, but 
sometimes it would be enough to start from what is already there and simply adapt it, with little 



         
  
 
 
 
    

  

 
 

  

 

tricks, making sure to make it accessible to everyone.  
 
For example, if we talk about hospitality and staff, there is no need to make large investments in 
hospitality preparation courses, analyzing all the possible and imaginable cases, it would be 
enough to create "lessons" to raise awareness among the staff involved, for explain to him the 
important role that the reception and the importance of the fact, for these people, of "being able 
to feel at home" even when they are on holiday.  
 
As said before, this is also a question of culture and sensitivity of people for these issues. When a 
new project is realized it would be essential to start immediately to think about the creation of a 
structure with "design for all", if this were so it would certainly avoid creating aesthetically 
beautiful constructions that could be used by a few. Making roads and transport accessible 
without looking at the usability of places to visit even by those with disabilities is like making a 
painting in half. The culture of accessible tourism, if we can define it, is slowly taking root both on 
a national and international level, but of steps forward there are still many to do. 
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