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LEARNING OUTCOMES
By the end of this module the learner should be able to
1. identify the needs of hearing impaired visitors
2. know the rights of people with disabilities in the E.U.
3. learn who the beneficiaries of Accessible Tourism are and what the Access
Chain is
4. understand the general rules for Accessibility and what changes need to be
applied in order to make his/her facility accessible to all
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UNIT 1: Accessible Tourism: Definitions, Rights
and Beneficiaries
1.1.

Introduction

Accessible Tourism and Tourism for All should be a social scope. Following the UN
Convention on the Rights of Persons with Disabilities, efforts have been made to
make public spaces, workspaces and leisure spaces (more) accessible to everyone,
accommodating primarily the needs of people with impaired. Nowadays, when we
refer to Accessible Tourism we may no longer refer solely and exclusively to tourists
with disabilities but rather to the accommodation or adaptation of the tourism
environment to make it accessible for all population groups.1
Accessible Tourism is a great opportunity for social inclusion in action. It sets the
frame for including all kinds of profiles into what we define as being accessible. Apart
from that though, Accessible Tourism is a unique opportunity for business and growth
in the tourism sector and hotel owners, as other professionals involved in tourism,
should be well aware of the global and local potential of that opportunity and be
prepared to change and adapt to the new and evolving environment.

1.2.
What is Accessible Tourism? Definitions and
perspectives
To this day, and since Accessible Tourism is dynamic in nature and its outlets, there
has not been a clear and concise definition of what Accessible Tourism is. Rather,
there have been a plethora of studies encompassing and analysing aspects of
Accessible Tourism in order to cover its features. With this in mind, we can shortlist
three definitions that sum up what Accessible Tourism is:

1

: World Tourism Organization (2016), Manual on Accessible Tourism for All: Principles, Tools and Best
Practices – Module I: Accessible Tourism – Deﬁnition and Context, UNWTO, Madrid.
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1. “A series of activities performed during free time devoted to tourism by people
with restricted capacities that makes their full functional and psychological
integration possible and so full individual and social satisfaction is obtained.”2

2. "Accessible Tourism' refers to tourism that caters to the needs of a full range
of consumers including persons with disabilities, older persons and crossgenerational families. It entails removal of attitudinal and institutional barriers
in society, and encompasses accessibility in the physical environment, in
transportation, information and communications and other facilities and
services. It encompasses publicly and privately owned tourist locations."3
3. “A process of enabling people with disabilities and seniors to function
independently and with equity and dignity through the delivery of Universal
Tourism products, services and environments”.4
What we can deduct from the above is that these definitions are “inclusive of the
mobility, vision, hearing and cognitive dimensions of access, intending to facilitate
access for persons with disabilities to tourism services”5, aspects that are interwoven
with the safeguarding of the Rights of People with Disabilities, the beneficiaries of
Accessible Tourism and the backbone in receiving tourists with disabilities in the
tourism sector.

2

Grünewald, L. et al. (1996), Turismo Accesible: Experiencias y reﬂexiones sobre accesibilidad,
AMSCA and Fundación Delia Lascano de NAPP. Translated into English from the original Spanish for
this publication. Found in: World Tourism Organization (2016), Manual on Accessible Tourism for All:
Principles, Tools and Best Practices – Module I: Accessible Tourism – Deﬁnition and Context, UNWTO,
Madrid.
3
Takayama City and UNESCAP Conference - Press Release - Takayama, 2009
4
Darcy, S. (2006), Setting a Research Agenda for Accessible Tourism, Sustainable Tourism for
Cooperative Research Centre, Gold Coast. Found in: World Tourism Organization (2016), Manual on
Accessible Tourism for All: Principles, Tools and Best Practices – Module I: Accessible Tourism –
Deﬁnition and Context, UNWTO, Madrid.
5
World Tourism Organization (2016), Manual on Accessible Tourism for All: Principles, Tools and Best
Practices – Module I: Accessible Tourism – Deﬁnition and Context, UNWTO, Madrid.
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1.3.
Towards the Rights of People with Disabilities: The
case of World Tourism Organization (UNWTO)
Accessible Tourism has been a fundamental concern of World Tourism Organization
(UNWTO), which from the 1980‟s until late 2010‟s has been persistent in supporting,
validating and safeguard the Rights of People with Disabilities in all phases and
aspects of life ranging from politics to personal freedoms.
After the Manila Declaration of 1980 the biggest break for Accessible Tourism was
made with “The Convention on the Rights of Persons with Disabilities”, adopted on
13 December 2006, which includes a broad categorization of persons with disabilities
and reaffirms that all persons with all types of disabilities must enjoy all human
rights and fundamental freedoms. It clarifies and qualifies how all categories of
rights apply to persons with disabilities and identifies areas where adaptations have
to be made for persons with disabilities to effectively exercise their rights and areas
where their rights have been violated, and where protection of rights must be
reinforced. In that convention, Article 30 states6, among others, that:
“With a view to enabling persons with disabilities to participate on an equal
basis with others in recreational, leisure and sporting activities, States Parties
shall take appropriate measures:
c) To ensure that persons with disabilities have access to sporting,
recreational and tourism venues; […]
(e) To ensure that persons with disabilities have access to services from
those involved in the organization of recreational, tourism, leisure and
sporting activities.”

6

https://www.un.org/development/desa/disabilities/convention-on-the-rights-of-persons-withdisabilities/article-30-participation-in-cultural-life-recreation-leisure-and-sport.html
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1.4.

Sign Language as a basic Human Right

The 2017 Impact Report of the European Union of the Deaf clearly states that […]
“inherent to the work of EUD is the belief that the right to sign language is a basic
Human Right. Sign language users, similarly with national minorities, are in need of
specific targeted and coherent protection regarding their language and all human
rights. National and/or regional sign languages are the mother tongues of deaf sign
language users across the EU and the world. The right to sign language in itself is a
human right, but access to sign language is also essential for the fulfilment of other
basic human rights, such as the right to equal education, information or to a fair trial.
Without early access to sign language programmers and/or an educational system
that fosters the acquisition of the national and/or regional sign language(s) (and the
national written language), deaf children will not be able to enjoy their basic human
rights as children or later in their adult life.”7

1.5.

Who are the beneficiaries of Accessible Tourism?

Around 80 million people across the EU are disabled to some degree. In order to
ensure their equal social participation, the European Commission has produced the
proposal for a Directive of the European Parliament and the Council on the
approximation of the laws, regulations and administrative provisions of the Member
States as regards the accessibility requirements for products and services the

Beneficiaries of Accessible Tourism are not mainly
people with mobility or visual impairment but there is
a wide range of profiles that fall in the category of
beneficiaries of AT.

7

European Union of The Deaf. (2011). 2011 Impact Report.

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

RESTAT / MODULE 1 – Page 10

European Accessibility Act (EAA). The Act has, as its principal aim, to “…improve the
functioning of the internal market for accessible products and services by removing
barriers created by divergent legislation”.8
There a predetermined view about the beneficiaries of Accessible Tourism. Usually,
this view indicates that beneficiaries of Accessible Tourism are mainly people with
mobility impairment; however, there is a wide range of profiles that fall into the
category of impairment which makes them beneficiaries of Accessible Tourism.
According to the Convention on the Rights of Persons with Disabilities “persons with
disabilities include those who have long-term physical, mental, intellectual or sensory
impairments which, in interaction with various barriers, may hinder their full and
effective participation in society on an equal basis with others”. 9 In a nutshell, we can
categorize the beneficiaries of Accessible Tourism into the following profiles:10


Persons with physical disabilities (people with a disability that may affect
their upper or lower limbs, or both, and that can be due to multiple causes,
either congenital, hereditary, acquired or caused by accidents. A distinction
can be made between wheelchair users and people with a disability who are
able to walk)



Persons with a sensory disability (The WHO classiﬁcation includes in this
group people with visual, hearing and speaking disabilities. Essentially it
covers anyone who has a communication and language difﬁculty)

8

Policy Department C: Citizens' Rights and Constitutional Affairs, European Parliament. (2016). The
European Accessibility Act: An In-depth Analysis. Brussels: European Union. See also European
Accessibility Act; improving the accessibility of products and services in the single market, European
Commission Employment, Social Affairs & Inclusion, available at
ec.europa.eu/social/BlobServlet?docId=14795&langId=en
9
United Nations Organization (2006), Convention on the Rights of Persons with Disabilities, article 1, p.
4.
10
World Tourism Organization (2016), Manual on Accessible Tourism for All: Principles, Tools and Best
Practices – Module I: Accessible Tourism – Deﬁnition and Context, UNWTO, Madrid. See also
Fundación ONCE, ENAT, Rights of Tourists with Disabilities in the European. Union Framework.
December 2007
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Persons with an intellectual disability (a common characteristic these
people may have is communication difﬁculties, orientation problems in
unfamiliar situations, or they may behave in a way that is not socially
expected from a person of their age)



Persons with mental or physical illnesses (mental illnesses may include
anorexia, gambling addiction or depression or Alzheimer and epilepsy;
physical illness may include diabetics, people who are lactose intolerant, etc.)



Seniors



Other beneficiaries (people who have just had an operation or with an
illness at that speciﬁc moment in time; people with a temporary disability or
who for a limited period of time are using crutches; people carrying luggage,
heavy articles or pushing prams or buggies; pregnant women; small children;
and people of short and tall stature or with overweight)

Project Code: 2018-1-IT01-KA202-006891
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Table 1: Beneficiaries of Accessible Tourism 11

Physical

Persons with
disabilities

People with
pushchairs
Sensory
Pregnant women
Intellectual

Beneficiaries of
Accessible Tourism

Persons with a
temporary disability
Local residents in the
destination
Persons with injuries
Other population
groups

Elderly people

Others

Persons with obesity,
or of very tall or very
short stature

Persons carrying
large items

Children

People
accompanying
persons with
disabilities

Persons with allergies
and/or food
intolerances

11

World Tourism Organization (2016), Manual on Accessible Tourism for All: Principles, Tools and Best
Practices – Module I: Accessible Tourism – Definition and Context, UNWTO, Madrid.
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UNIT 2: Barrier-Free Design and Universal
Design Principles
2.1.

Barrier-free Design

Supporting notions regarding accessibility include Barrier Free Design and Universal
Design. In barrier-free Design, a barrier is defined as anything that prevents a person
with a disability from fully participating in all aspects of society because of his or her
disability, including physical, architectural, informational, communication, attitudinal,
and technological barriers, policies or practices. Barrier-free means a building or its
facilities can be approached, entered and used by persons with physical and sensory
disabilities.12

2.2.

Universal Design

In a workshop organised in 2011, the European Union of The Deaf discussed the
concept of Universal Design; according to an Impact Report published in the same
year […] „Universal Design aims at making the environment fully accessible for all
citizens; […] barriers can be avoided if taking Universal Design principles into
account right from the beginning, in the planning stages of any new building or
service.”13

In a nutshell, Universal Design can be defined as the design of products and
environments to be usable by all people to the greatest extent possible without the
need for adaptation or specialized design. It seeks to create products and
environments that are usable by the broadest spectrum of the population, regardless
of age or physical differences.14

12

Mary Beth Jennings. Universal Design for Hearing: Considerations for Examining Hearing Demands
and Developing Hearing Friendly Workplaces. Retrieved from
https://www.audiologyonline.com/articles/universal-design-for-hearing-considerations-862
13
European Union of The Deaf. (2011). 2011 Impact Report.
14
Mary Beth Jennings. Universal Design for Hearing: Considerations for Examining Hearing Demands
and Developing Hearing Friendly Workplaces. Retrieved from
https://www.audiologyonline.com/articles/universal-design-for-hearing-considerations-862
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The main points Universal Design should meet are the following:
1. Equitable use; Design is marketable to people with diverse abilities
2. Flexibility in use; Design accommodates a wide range of individual
preferences and abilities
3. Simple and intuitive use; Design is easy to understand, regardless of the
user‟s experience, knowledge, language skills, or current concentration level
4. Perceptible information; Design communicates necessary information
effectively to the user, regardless of ambient conditions or the user‟s sensory
abilities
5. Tolerance for error;

Design minimizes hazards

and the adverse

consequences of accidental or unintended actions
6. Low physical effort; Design can be used efficiently and comfortably and with
a minimum of fatigue
7. Size and space for approach and use; Appropriate size and space is
provided for approach, reach, manipulation, and use regardless of user‟s
body size, posture, or mobility

Universal Design Principles 15

2.3.


Output and Displays. Includes all means of presenting information to the user.
The design should maximize the number of people who can:





hear auditory output clearly enough.



not miss important information if they can't hear.



have a line of sight to visual output and reach printed output.



not miss important information if they can't see or hear.

Input and Controls. Includes keyboards and all other means of communicating
to the device. The design should maximize the number of people who can:


reach the controls

15

Burgstahler, S. (2007). Universal Design in Education: Principles and Applications | DO-IT. Retrieved
from https://www.washington.edu/doit/universal-design-education-principles-and-applications
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find the individual controls or keys if they can't see them



read the labels on the controls or keys



determine the status or setting of the controls if they can't see them



understand how to operate controls and other input mechanisms

Manipulations. Includes all actions that must be directly performed by a person
for routine maintenance. The design should maximize the number of people who
can:


physically insert and remove objects as required to operate a device



physically handle and open the product



remove, replace, or reposition often-used detachable parts



understand how to carry out the manipulations necessary to use the
product



Documentation. Focuses on operating instructions. The design should maximize
the number of people who can:





access the documentation



understand the documentation

Safety. Includes alarms and other protections from harm. The design should
maximize the number of people who can:


perceive hazard warnings



use the product without injury

Universal Design can be defined as the design of
products and environments to be usable by all
people to the greatest extent possible without the
need for adaptation or specialized design.
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UNIT 3: Receiving Tourists with Hearing
Impairment
3.1.

The Access Chain 16

The Access Chain recognizes that the first step is when people make a decision to
visit, followed by their journey to a site, then the experience itself, and ending with a
safe return home. If any link in the chain is broken then what should be a great day
out, can turn to disappointment, or may never happen.17 This is crucial in being
prepared to receive tourists with any kind of impairment. Studies have shown that
common obstacles in deterring someone from travelling include inaccurate
information on accessibility, no accessible transportation to get to the destination, no
accessible transportation at the destination, etc.18

If any link in the Access Chain is broken then what
should be a great day out, can turn to
disappointment, or may never happen.

16

(The Access Chain was developed by the Sensory Trust to ensure that all parts of the visitor
experience are considered when access improvements are being planned.)
https://www.sensorytrust.org.uk/information/factsheets/access-chain.html
17
See above
18
Carlos Buj, (2010), Paving the Way to Accessible Tourism - Survey Report, International Centre for
Responsible Tourism, Leeds Metropolitan University.
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Table 2: The Access Chain

Decision to
travel

Journey
and arrival

On-site
experience

Return
home

3.2.
Before your guests arrive (website, communication,
information, booking)
Diminishing the „not-knowing-what-to-expect‟ barrier is crucial and stress-relieving for
guests with impairment. People with impairments are big users of the Internet and
(new) technologies and they rely heavily on them to facilitate them in order to search
for information on your hotel/ premise or area, be informed about the area they are
planning to visit and, among others, feel reassured that they will not come across any
unexpected difficulties and barriers previously unknown to them.
So, the best way to enhance this experience and to promote your business in the
Accessible Tourism industry is to be organized and always have in mind what the
end user wants and what suits your convenience.

Project Code: 2018-1-IT01-KA202-006891
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3.2.1. Website Basics
Your website is the first point of reference for someone wishing to travel. It is the
image of your hotel/ premise and it provides a reassurance to the visitor that you are
professional, up-to-date and that you are aware and respect people with impairment.
Creating an informative website gives you the lead in competition and makes you a
trustworthy agent in Accessible Tourism. It should include, as we will see later on in
this unit, as much information as possible, in the most accessible way possible
including elements that for a non-impaired person may seem trivial but for an
impairment person can be decisive in his selection to travel or not.
Therefore, your website must comply with the Web Content Accessibility Guidelines
(WCAG)19 and this should be known and required from the agent or designer that will
create or update your site to meet modern standards. It is not the aim of the unit to
be technically analytic in how a website must be structured in order to be considered
valid and compliant with WCAG; however, there are some points that require the
consideration of the hotelier in order for the premise website to be 100% usable by
(hearing) impaired users:
1. Use simple, clear language (Though the web is a visually-stunning
environment, deaf individuals use sign-language which is completely different
than standard written English.) 20

2. Visual balance (Creating a balance between written content and stunning
imagery helps visitors to your site take in information through all the senses.
For deaf individuals, the visual experience is heightened) 21
3. Text transcripts and closed-captioning (Many websites and marketing
platforms use audio and video presentations to connect and share their

19

https://www.w3.org/WAI/standards-guidelines/wcag/
Deaftx. “Friendly Website Design for the Deaf and Hearing Impaired.” Deaf Texas, 30 Jan. 2018,
www.deaftexas.org/friendly-website-design-for-the-deaf-and-hearing-impaired/
21
See above
20
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message. Including text-based transcripts with audio supplements and
closed-captioning with videos offers engagement for the deaf. These tools are
relatively easy to include and usually inexpensive. Offering them within your
web design sends the message that you value inclusivity) 22

4. Easy navigation (When designing a website, make sure people can get to
the information they need within a few clicks and that it‟s easy to navigate.
For some deaf people, they may find it hard to find what they want, so it‟s
important that navigation is straightforward. Perhaps include a search button
on your page 23

3.2.2. Contacting
1. Provide multiple contact options (Some hotels only provide a phone
number, which is a deaf person‟s worst nightmare. Most deaf people cannot
hear well on the phone and are always looking for other means of contact.
There are so many other contact methods. For example: email, Skype, online
forms or live web-chat 24
2. Join social media (Social media is a great way to reach out to new
customers. Promote your social media icons on your webpage (Facebook,
Twitter, etc.). Deaf people love to engage on social media, particularly if they
have a reason to get in touch with your hotel/ premise) 25

3.2.3. Information
Always empathize with the end user. Imagine you are hearing impaired and have
decided to plan a holiday in the Mediterranean only to be disappointed by not finding

22

See above
See above
24
5 ways to make websites more accessible for deaf people. (2016, October 5). Retrieved from
https://www.hearinglikeme.com/5-ways-to-make-websites-more-accessible-for-deaf-people/
25
See above
23
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information on accessibility amenities for the hotel/ premise you are interested in.
This may be frustrating – to say the least – for a hearing impaired person and shows
that his needs are not respected. Points to consider when building your promotional
material online are the following:
1. Provide as much information as possible (parking and transport
information, location and access information for toilets, refreshments and
other facilities, details of staffing and staff skills (for example Sign Language),
Images displaying a diversity of visitors to show that everyone is welcome,
the range of activities and experiences available, opening times and prices,
information on guided tours and other organized activities and events)

2. Include specific measurements and floor plans where possible (this
comes handy to people suffering from any sort of impairment to have a clear
view of what to expect concerning the structure of the amenities)
3. Create an Access Guide (An access guide is a clear and honest description
of the facilities and services you offer, which is available on your website
and/or in hard copy at the hotel/ premise) 26

Always empathize with the visitor and ask yourself
not what your needs are but what the needs of your
guests are. Then work to meet them.

3.2.4. Booking
Provide the hearing impaired (or any other impaired person) with a variety of options
when making his/her booking. This will make them feel that you are organized, you

26

Accessible tourism. (n.d.). Retrieved from https://business.jersey.com/accessible-tourism
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give priority to people with impairments, and, generally, you know your field and you
can adapt to the current situations. Consider the following: 27


Provide online booking system with a facility for guests to change
arrangements if delayed, in addition to telephone booking systems.



Ability to handle telephone calls using text and video relay services with hotel
staff trained in text and video relay protocol



A mobile text messaging facility as well as telephone: if bookings are made
using an agency or third party organization it is often difficult for a guest with
hearing loss to communicate directly with the hotel at the last minute and a
direct text or messaging contact number is helpful.



Email and phone booking

3.3.

During their stay: Common barriers for the hearing

impaired travellers
Studies have shown that 45% of people with hearing loss under 60 have additional
disabilities and this percentage rises to another 10% for people over 60. These may
include reduced sight or mobility or others. Also, another point to consider is that the
age spectrum is not limited only to adults but encompasses younger people and
children, an age group which might be more demanding than adults. 28
Generally speaking, the most common obstacles experienced by people with hearing
impairment are the following:

27

Chris Harrowell, Access to Hotels for People with Hearing Loss, Inclusive Hotels Network (2016);
accessed at: www.cae.org.uk/resources/inclusive-hotels-group
28
Chris Harrowell, Access to Hotels for People with Hearing Loss, Inclusive Hotels Network (2016);
accessed at: www.cae.org.uk/resources/inclusive-hotels-group
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General accessibility issues (reaching the reception, common areas
accessibility, room accessibility, parking, emergency plans, etc.);



Untrained or unwilling staff;



Inaccurate information on accessibility of the hotel/ premise;



Access to tourism resources (natural and cultural attractions, among
others) and to general resources (shops, supermarkets, pharmacies);29 and



Leisure and cultural activities 30

3.3.1. Airport pickup and transfer
Travellers with impairments need to know that their journey from the airport to the
hotel is going to be safe, comfortable and seamless. This means that, if you are
picking people up from the airport, you need to have an accessible van. The visitor
should know beforehand the type of vehicle he/she is going to reach the hotel, the
pickup time and the route to the hotel.
If the visitor decides to use other means of transport to reach your premises, it would
be convenient if you provided this information in electronic form (i.e. a PDF brochure
that will outline all possible ways to travel to and fro the airport, emergency numbers
and amenities of vehicles available). Finally, an accessible parking area with
adequate signage is also important.

Travellers with impairments need to know that their
journey from the airport to the hotel is going to be
safe, comfortable and seamless

29

World Tourism Organization (2016), Manual on Accessible Tourism for All: Principles, Tools and Best
Practices – Module I: Accessible Tourism – Deﬁnition and Context, UNWTO, Madrid.
30
See above
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3.3.2. Common Areas
3.3.2.1. Reception
The reception desk should be clearly visible from the point of entry and should have
clear directional signage to other areas. Staff at the reception area should be trained
to receive customers with (hearing) impairment (See 3.3.5. General Techniques and
advice in communicating with hearing impaired people).
The reception desk should have all the required information about the hotel, the
services, amenities, events as well as information about the city, events, etc. both in
printed form (preferably also in Braille) and digitally. A suggestion would be to have a
screen on which all the information about your hotel regarding accessibility can be
displayed (this information must be captioned for hearing and visually impaired
visitors).
Staff should be prepared to write down information for visitors with hearing
impairments or write forms for them. A serious consideration also is that hotel
reception should be ideally equipped with a (portable) hearing loop which will be
always on for people with hearing impairment to use.
Finally, as with all common areas of a hotel, the reception area should reduce
unwanted external or internally generated noise ensuring retaining optimum listening
conditions.

The reception desk should have all the required
information about the hotel, the services, amenities,
events as well as information about the city, events,
etc. both in printed form (preferably also in Braille)
and digitally.
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3.3.2.2. Lightning
Lighting is important for safety and security. Appropriately placed light sources will
assist individuals with decreased vision and visual impairments in navigating their
environment to find their way, in addition to serving as alerts for safety reasons.
Individuals who are deaf or hard of hearing also benefit from the use of lighting to get
information from the environment, as they rely on their vision due to their decreased
ability to hear. In this sense, lighting can be used to illuminate directional paths, entry
points, key pads, and informational signs.31

3.3.2.3. Signage
Signage for permanent rooms, such as restrooms, restaurants, playgrounds,
swimming pools, etc. should have Braille and tactile lettering. The background and
foreground must contrast.

3.3.3. Rooms


Flashing

light

doorbells

in

hotel

bedrooms for room service and visitors.
These are either a hard wired or portable
devices that can be hung on the back of the
door and are activated by vibration when
there is a knock at the door.32
Hotel Braille & Tactile Signs –
© Display Signs



Bathroom light operated by a switch

outside the bathroom door, not a pull cord or PIR sensor switch inside the
bathroom, so that a user with hearing loss can be alerted that someone else
in their suite needs to use the bathroom if the door is locked from inside33

31

Scott and Sarah Pruett, The Universal Design Guide for Inclusive Tourism, Eurasia Partnership
Foundation (2004)
32
Chris Harrowell, Access to Hotels for People with Hearing Loss, Inclusive Hotels Network (2016);
accessed at: www.cae.org.uk/resources/inclusive-hotels-group
33
See above
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Captioned TV and films to hotel bedroom and bathroom if a TV is fitted. Many
hotels do not have even basic caption facilities available and this is a major
issue with many larger hotels. TV entertainment systems often remove the
option to switch on captions. Guests will expect to have full access to
captions on the TV in their room and to TV and video displays in public areas,
such as reception, lounge, gym and spa. Full access to captioning on DVDs
and digital media is also essential. Similar considerations apply to audio
description services for blind, deaf-blind and partially sighted guests.34



Spyhole in bedroom doors or visual intercom to enable guests with hearing
loss to see who is at the door before opening it. Enhanced lighting above
doors on the corridor side to make callers more clearly visible and to identify
doorways, particularly if the corridor lighting is dimmed.35

3.3.4. Restaurants
Eating areas should be properly designated with signs that are easy to read, using
contrasting colour with easy-to-read type. Large text print menus can complement a
wall-mounted display and provide another option. A Braille menu is a serious
consideration when serving customers with visual impairment as is the option of a
read-out menu that can be connected to an induction loop. If the above are not
feasible, a monitor with menu items, prices and offers of the day should be in
operation. The restaurant area should provide a quiet space away from music or
unwanted noise. Finally, undeniably eating areas and bars must be properly
designed to accommodate wheelchairs, people with kids and luggage, etc.

34
35

See above
See above
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A Braille menu is a serious consideration when
serving customers with visual impairment

3.3.5. General advice in communicating with hearing
impaired people
Face the hearing impaired person directly
 Be sure to look directly at the person, preferably at eye level, before starting
to speak.
 Know that the person must be able to see you to hear you.
 Note the person‟s preferred communication method (this may be verbal,
written, lip reading, or Sign Language.
 Do not turn away in the middle of a sentence.
Avoid noisy backgrounds
 Understand that a conversation is difficult to hear over background noises
because the sound is coming from all sides.
 Do not try to talk above loud noises; this makes hearing more difficult.
Give clues when changing subjects
 Do not change the subject without warning, as it may confuse the person.
 Keep the person on track with phrases such as, “Now I want to talk to you
about something else…” so the person can become ready for a new topic.
Keep it simple
 Use plain, primary spoken language.
 Rephrase the idea in short, simple sentences if the person does not respond.
Gain the person‟s attention first
 Be sure the person is aware of you before you start talking.
 If the person is turned away from you or turns away from you, alert the person
with a gentle touch.
Do not shout
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Understand that shouting distorts the speaker‟s face and makes lip reading
difficult or impossible.
Recognize that when shouting is amplified by a hearing aid, it can frighten
and upset the person.
Do not speak directly into the person‟s ear, as this prevents the person from
using visual cues.

Speak clearly at a moderate pace
 Speak slowly and pause occasionally to help the person keep up with the
word flow.
 Do not “mouth” or exaggerate expressions, as this makes it more difficult for
the person to understand.

3.4.

Preparing for emergencies
Deaf individuals in a hotel need a notification
system so that they can be alerted to
sounds such as a ringing telephone, a
fire alarm, a doorbell or a vibrating pad.
Hotels

must

provide

adequate

visual

and/or tactile alerting devices for deaf
individuals, so that a deaf patron will be
awakened and alerted to an emergency fire
or smoke alarm, an incoming telephone call
Vibrating Pad – © Bellman

or a door knock. This equipment can be
permanently installed in guest rooms, or

temporarily installed in a guest room using portable equipment. In addition national
fire and hazard requirements may require hotels to have visible flashing smoke
alarms with adequate strobe to alert a deaf person to an emergency.36

36

National Association of the Deaf, The Obligations of the Hospitality Industry to Deaf and Hard of
Hearing People Under the Americans with Disabilities Act
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3.5.

After their departure

3.5.1. Feedback
It‟s always good to know what your weak and strong points are. Leave a lasting
impression to your guests by asking them for feedback on their stay. Satisfied
customers are loyal customers and it is appreciated to know that your comments and
views are respected.
Here are some questions to consider:






What can be improved? Ask your guests about the booking process, the
experience in your hotel/ premise and the overall experience of the
surrounding area.
What went wrong?
Was there something that was missing? Have they any experience that
might be beneficial for your hotel?
How can we improve staff knowledge on the guests‟ impairment?

Leave a lasting impression to your guests by asking
them for feedback on their stay.

3.5.2. Keep your visitors updated!
Make a record of what your guests have suggested and commit yourself and your
team to work as much as possible to realise those suggestions and let your visitor
know that. You can create a campaign on social media or email them. This will
encourage their support in your hotel/ premise.
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GLOSSARY

37

A
Access auditor
A trained professional who has expertise in making inspections of buildings and/or
external environments and reporting their level of compliance with relevant
legislation, standards and best practice guidelines.

Access guide
A guide in the form of printed material or website for tourists, travellers or local
citizens that provides details about the accessibility of a tourist destination, an
outdoor environment, facility or building and its components.

Access requirements
Technical or functional specifications related to the planning, design and
management of a building, environment, product or service in order to ensure
accessibility for people with disabilities and other specific user groups, e.g. older
people.

Accessible destination experiences
Accessible destination experiences take direction from universal design
principles to offer independent, dignified end equitable experiences that
provide „a sense of place‟ within the destination region for people with disabilities
and seniors.

37

Glossary compiled by terms found at miracle-ear.com, nchearingloss.org, Darcy, Simon, Developing
Business Case Studies For Accessible Tourism, Takayama Declaration, European Commission
Directorate General for Enterprise and Industry (DG ENTR)“Mapping and Performance Check of the
Supply of Accessible Tourism Services” (220/PP/ENT/PPA/12/6491), Chris Harrowell, Access to Hotels
for
People
with
Hearing
Loss,
Inclusive
Hotels
Network
(2016);
accessed
at:
www.cae.org.uk/resources/inclusive-hotels-group. All text is copyright.
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Accessible or alternative formats
Alternatives to printed information, used by blind and partially-sighted people, or
others with an impairment that does not allow them to read standard print.
These accessible formats include large print, audio, Braille, electronic text, and
accessible images, among others. For deaf people or people with hearing
impairments, speech can be alternatively presented in text format (e.g. subtitling for
film or video).

Accessible tourism
Accessible tourism is a process of enabling people with disabilities and seniors to
function independently and with equity and dignity through the delivery of universal
tourism products, services and environments. The definition is inclusive of the
mobility, vision, hearing and cognitive dimensions of access.

Access precincts
Access precincts are places or spaces that are inclusive of people with
mobility, vision, hearing and cognitive disabilities and have been universally
designed to maximize equitable, dignified and independent use. The concept of
a continuous pathway is extended by access precincts to incorporate those areas
linking public and commercial service providers, and the common domain (Darcy,
2003a).

Assistive Listening Devices (ALD’s)
Non–hearing aid devices used by a hearing impaired individual to improve
communication and the performance of activities in specific environments. ALDs
include devices such as infrared and FM personal amplifiers, alerting devices, and
closed captioning equipment.

Audio Loop (Induction Loop)
Uses electromagnetic waves for transmission of sound. The sound from an amplifier
is fed into a wire loop surrounding the seating area (or worn on the listener‟s neck)
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which broadcasts to a telecoil that serves as a receiver. Hearing aids without a Tswitch to activate a telecoil can use a special induction receiver to pick up the sound.

B
Braille
A tactile writing system which enables blind and partially sighted people to
read and write through touch. It was invented by Louis Braille who was blind. It
consists of patterns of raised dots arranged in cells. Each cell represents a letter,
numeral or punctuation mark.

C
Closed Captions
Text display of spoken dialogue and sounds on TV and videos visible only to those
using a caption decoder or TV with built-in decoder chip.

D
Deaf
Used in a general way when describing people with all degrees of hearing loss.

Deafened
Used to describe people born hearing who have become severely or profoundly deaf
after acquiring speech. This can happen either suddenly or gradually.

Deaf blind
People who have a combination of sight and hearing loss that affects their ability to
communicate, to access all information and to get around. They are not necessarily
totally deaf and/or blind.
Disability
Disability is defined as a complex set of social relationships imposed on top
of a person‟s impairment due to the way society is organised. Hence, disability is the
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product of the social relationships that produce disabling barriers and hostile
social attitudes that exclude, segregate and oppress people with disabilities and
deny them their rights of citizenship. The social model regards disability as the
product of the
social,
economic
and
political
relationships (the social
relations) rather than
locating it as the fault of an individual‟s impairment
(embodiment). This approach to disability separates impairment from the social
relations of disability (Oliver 1990, cited in Darcy, 2004, p. 10).

E
Effective Communication
Term used in the ADA as a standard for access for people with hearing loss. A public
accommodation must provide an auxiliary aid or service where necessary to ensure
effective communication with individuals with disabilities.

H
Hearing Aid
An amplification device to assist persons with hearing loss. There are different kinds
of hearing aids which are distinguished by how they are worn. They might be in-theear (ITE), in-the-canal (ITC), behind-the-ear (BTE), or on the body. The technology is
still imperfect and hearing aids do not correct hearing loss. Newest developments
include programmable aids.

Hearing Loop
A wire that circles a room and is connected to the sound system. The loop transmits
the sound electromagnetically. The electromagnetic signal is then picked up by the
telecoil by flipping the t-switch in a hearing aid or cochlear implant.

I
International sign language
Sign Language uses manual communication and body language to convey meaning.
It is not a universal language, however, international sign is composed of vocabulary
signs from different sign languages that deaf people have agreed be used for
example at international events, meetings and games.
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International Symbol of Accessibility for Hearing Loss
Symbol used to denote communication access. This symbol is an outline of an ear
with a slash through it to identify that a room or venue is hearing-accessible. There is
also another similar one with a “T” in the lower right-hand corner to identify the room
or venue has a wireless hearing assistive technology known as a hearing loop
installation connected to a sound system.

S
Social inclusion
The integration of individuals –or groups of individuals –into society as citizens
or as members of various public social networks. Social inclusion is fundamentally
rooted in labour market or economic inclusion.

U
Universal design
Universal design is the design of products and environments to be usable by all
people, to the greatest extent possible, without the need for adaption
or
specialised design. The intent of the universal design concept is to simplify life for
everyone by making products, communications, and the built environment more
usable by more people at little or no extra cost. The universal design concept targets
all people of all ages, sizes and abilities. (Center for Universal Design, 2003).

V
Visual Alarm Signal
A visual signal (flashing light) giving notice that an audible event has taken place. For
example, doorbell, fire alarm, ringing telephone. Some systems monitor a single
event; others can monitor several events and indicate which event has occurred.
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APPENDICES
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COVID-19 and People with Disabilities

38

People with disabilities and seniors are heavily affected by COVID19. They are often
excluded from communications on public health and travel updates, decision-making
and information on accessibility of basic services.
Their health conditions and social isolation can expose them to serious risks. The
pandemic outbreak, coinciding with the offseason in many destinations, also caught
many people with access requirements travelling or “about to board”.
The recovery should include accessibility as a central pillar in measures to improve
destinations‟ offer and competitiveness, contributing to inclusive environments,
services and employment.

1. Immediate response
Repatriation without delays: Accessibility measures are important during
repatriation, so everyone can benefit (accessible transport, routes, information, and
communication). Compromising accessibility entails safety risks and unwanted
injuries.
Courtesy accessible accommodation: The provided assistance should observe
specific access needs. People with disabilities often travel accompanied, which
implies extending the assistance to companions or “essential staff”.
Peer-support among DMOs and DPOs: Destinations should engage disabled
peoples‟ organizations (DPOs) to support immediate actions. They are mediators in
understanding specific needs, existent barriers and the ways to bridge them.
Accessible Communication and Technology: New technologies can make
products and services user-friendly. Making technology and communication channels
disability-friendly, during and post-COVID19, will benefit all.
“Tourism for All” more than ever in 2020: “Tourism for All” is to be encouraged
throughout the year, especially in the forthcoming 2020 high season. People with
access needs and seniors can contribute to tourism recovery.

38

An inclusive response for vulnerable groups. (n.d.). Retrieved from https://www.unwto.org/covid-19inclusive-response-vulnerable-groups
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2. Recovery
“Tourism for All” policies: People with disabilities and seniors represent an
immense market opportunity, notably in off/mid - season periods. Destinations should
harness this potential and make accessibility a reality.
Improved customer service: Tourism professionals usually lack basic training on
attending to customers with disabilities. A quality service implies employees
anticipating their clients‟ needs, regardless of customers‟ abilities
Equal opportunities in employment: The employment policies in tourism
companies should be driven by equal opportunity principles. Proper job adaptations
and skill matching enable everyone to access the labour market in our sector.
Use of innovative technology: Technologies should be a lever in making travel
easier and more inclusive for all. Alternative formats. i.e. sign language, easy
reading, subtitles, audio descriptions and Braille, should be incorporated by
developers.
Application of international standards: Tourists need the same accessibility
conditions, wherever they travel. Applying international standards can ensure the
same level of accessibility for tourism products and services worldwide.
UNWTO has developed these measures in collaboration with international, national
and local partners to help governments and businesses craft an inclusive response to
COVID-19, ensuring that no one is left behind.
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