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3.1. THE ACCESS CHAIN  
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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.  This is 
crucial in being prepared to receive tourists with any kind of 
impairment. 

Decision to 
travel 

Journey 
and arrival 

On-site 
experience 

Return 
home 



3.2. BEFORE YOUR GUESTS ARRIVE 
(website, information, booking) 
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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. 



3.2.1. Website Basics 
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 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.)   
 
 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)   



3.2.1. Website Basics 
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 TEXT TRANSCRIPTS AND  
CLOSED-CAPTIONING  
 
(Many websites and marketing platforms use audio and 
video presentations to connect and share their 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)   
 
 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  



3.2.2. Contacting 
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 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)   
 
 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) 



3.2.3. INFORMATION 
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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 
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: 
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 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)   

 
 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)  

 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) 



3.2.4. BOOKING 
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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 give 
priority to people with impairments, and, generally, you 
know your field and you can adapt to the current situations.   
 
Consider the following: 
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 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 

 PROVIDE ONLINE BOOKING SYSTEM with a facility for guests to change arrangements if delayed, 
in addition to telephone booking systems. 



3.3. DURING THEIR STAY: COMMON 
BARRIERS FOR THE HEARING IMPAIRED 
TRAVELLERS 
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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.   
 
Generally speaking, the most common obstacles 
experienced by people with hearing impairment are the 
following:  
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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);  and 
 

 LEISURE AND CULTURAL ACTIVITIES  



3.3.1. Airport pickup and transfer 
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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. 



3.3.2. Common Areas: Reception 
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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).  



3.3.2. Common Areas: Reception 
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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.  



3.3.2. Common Areas: Lightning 
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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 



3.3.2. Common Areas: Signage 
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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 
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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. 



The European Commission's support for the production of this publication does not constitute an 
endorsement of the contents, which reflect the views only of the authors, and the Commission cannot 
be held responsible for any use which may be made of the information contained therein. 

PROJECT CODE: 2018-1-IT01-KA202-006891 

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 inside 

3.3.3. Rooms 
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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. 

3.3.3. Rooms 
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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. 

3.3.3. Rooms 



3.3.4. RESTAURANTS 
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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. 
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3.3.5. GENERAL ADVICE IN COMMUNICATING 
WITH HEARING IMPAIRED PEOPLE 

 Face the hearing impaired 
person directly 

 Avoid noisy backgrounds 
 Give clues when changing 

subjects 
 Keep it simple 
 Gain the person’s attention first 
 Do not shout 
 Speak clearly at a moderate 

pace 



3.4. PREPARING FOR EMERGENCIES 
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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 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 



3.5. AFTER THEIR DEPARTURE: Feedback 
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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? 



3.5. AFTER THEIR DEPARTURE: Keep your 
visitors updated! 
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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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