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Accessible	
  Tourism	
  is	
  not	
  a	
  product	
  
	
  
BUT	
  is	
  an	
  opportunity	
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Accessible	
  Tourism	
  is	
  an	
  Ethical	
  and	
  Human	
  Rights	
  
concern.	
  People	
  with	
  disabili4es	
  have	
  the	
  same	
  right	
  to	
  
par4cipate	
  fully	
  in	
  the	
  community	
  and	
  enjoy	
  the	
  same	
  
quality	
  of	
  life	
  as	
  people	
  without	
  disabili4es.	
  	
  
	
  

BUT	
  is	
  also	
  a	
  very	
  interes4ng	
  economic	
  opportunity	
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Accessible	
  Tourism	
  is	
  not	
  only	
  for	
  persons	
  with	
  
disabili4es	
  
	
  
BUT	
  also	
  for	
  older	
  adults...	
  and	
  some4mes	
  for	
  everybody	
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  is	
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  only	
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wheelchair	
  users	
  
	
  

BUT	
  also	
  for	
  persons	
  with	
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  or	
  permanent	
  	
  
vision,	
  hearing,	
  sensorial	
  or	
  mobility	
  impairments,	
  
families	
  with	
  baby	
  buggies...	
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  needs	
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  commitment	
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tourism	
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  services	
  
	
  
AND	
  also	
  of	
  buses,	
  theaters,	
  gardens,	
  etc.	
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  not	
  a	
  difficult	
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target	
  
	
  
BUT	
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  different	
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Statement	
  1	
  

Accessible Tourism is a matter for clients and for professionals 
 
From a boring concept, passing by a good practice challenge to a 
marketing winner: Should the new perception of AT be compared 
with the process of the «green cause»? 
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We	
  also	
  believe	
  that	
  is	
  a	
  ma^er	
  of	
  intelligence	
  because	
  it	
  synthesizes	
  a	
  culture	
  
requirement	
  with	
  an	
  economic	
  opportunity	
  that	
  soon	
  will	
  become	
  inevitable	
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Accessible	
  Tourism	
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Persons	
  with	
  disabili.es	
  are	
  all	
  that	
  have	
  “long-­‐term	
  physical,	
  mental,	
  intellectual	
  
or	
   sensory	
   impairments	
   which,	
   in	
   interac4on	
   with	
   various	
   a`tudinal	
   and	
  
environmental	
  barriers,	
  hinder	
  their	
  full	
  and	
  effec.ve	
  par.cipa.on	
  in	
  society	
  on	
  
an	
  equal	
  basis	
  with	
  others”	
  (UNCRPD, 2007) 

Enabling	
  environments	
  must	
  empower	
  people	
  with	
  access	
  requirements	
  to	
  make	
  
informed	
   decisions	
   about	
   whether	
   accessible	
   des.na.on	
   experiences	
   are	
  
appropriate	
   for	
   their	
   needs.	
   Research	
   has	
   shown	
   that	
   people	
   with	
   disabili4es	
  
desire	
   to	
   travel	
   and	
  many	
   do	
   it	
   when	
   their	
   informa.on	
   and	
   access	
   needs	
   are	
  
adequately	
  addressed	
  

The	
  economic	
  perspec4ve	
  of	
  
Accessible	
  Tourism	
  

What	
  Accessible	
  Tourism	
  is,	
  	
  
and	
  what	
  it	
  is	
  not	
  

Tourism	
  and	
  airline	
  services	
   Case	
  study	
  



Interna4onal	
  Forum	
  for	
  Health	
  Tourism,	
  Romania,	
  November	
  2013	
  
Mathew	
  Lee	
  Smith,	
  Éricka	
  Amorim,	
  Jorge	
  Umbelino	
  

The	
  economic	
  perspec4ve	
  of	
  
Accessible	
  Tourism	
  

What	
  Accessible	
  Tourism	
  is,	
  	
  
and	
  what	
  it	
  is	
  not	
  

Tourism	
  and	
  airline	
  services	
   Case	
  study	
  



People	
  with	
  impairments	
  represent	
  a	
  large	
  and	
  growing	
  propor.on	
  of	
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Some	
  reasons	
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  believe	
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  economic	
  poten4al	
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  Accessible	
  Tourism	
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AT	
  is	
  a	
  complex	
  concept:	
  

Source:	
  Darcy	
  	
  et	
  al.	
  2008:	
  p.14	
  



R3	
   The	
  number	
  of	
  Accessible	
  Tourism	
  des.na.ons	
  is	
  s.ll	
  low,	
  which	
  means	
  that	
  
the	
  compe..on	
  within	
  this	
  specific	
  market	
  is	
  less	
  aggressive	
  

R2	
  

R1	
   People	
  with	
  impairments	
  represent	
  a	
  large	
  and	
  growing	
  propor.on	
  of	
  the	
  
popula.on	
  

Some	
  reasons	
  to	
  believe	
  in	
  the	
  economic	
  poten4al	
  of	
  Accessible	
  Tourism	
  

When	
  a	
  group	
  includes	
  a	
  person	
  with	
  disabili.es,	
  he/she	
  becomes	
  the	
  
center	
  of	
  the	
  group’s	
  decision,	
  which	
  enlarges	
  the	
  real	
  market	
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R6	
   The	
  concept	
  of	
  Accessible	
  Tourism	
  and	
  its	
  requirements	
  are	
  also	
  useful	
  to	
  
explore	
  markets	
  such	
  as	
  health	
  tourism	
  

R5	
  

R4	
   People	
  with	
  disabili.es	
  and/or	
  impairments	
  (including	
  aged)	
  are	
  likely	
  to	
  
prefer	
  to	
  travel	
  during	
  	
  low	
  season	
  

Some	
  reasons	
  to	
  believe	
  in	
  the	
  economic	
  poten4al	
  of	
  Accessible	
  Tourism	
  

Guests	
  with	
  disabili.es	
  stay	
  longer	
  at	
  the	
  holiday	
  des.na.on	
  than	
  other	
  
tourists	
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R9	
   When	
  they	
  feel	
  their	
  needs	
  are	
  adequately	
  addressed,	
  these	
  clients	
  tend	
  to	
  
be	
  more	
  loyal	
  to	
  their	
  holiday	
  des.na.ons	
  and	
  facili.es	
  

R8	
  

R7	
   Some.mes,	
  this	
  kind	
  of	
  tourism	
  can	
  be	
  supported	
  by	
  social	
  funds	
  or	
  personal	
  
insurances,	
  enlarging	
  the	
  economic	
  dimension	
  of	
  the	
  market	
  

Some	
  reasons	
  to	
  believe	
  in	
  the	
  economic	
  poten4al	
  of	
  Accessible	
  Tourism	
  

These	
  clients	
  are	
  more	
  likely	
  to	
  stay	
  and	
  spend	
  within	
  the	
  tourism	
  unit	
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•  In	
   2011,	
   there	
   were	
   over	
   980	
   million	
   interna4onal	
   tourist	
   arrivals	
   globally	
  
(UNWTO,	
  2013)	
  

•  It	
   is	
   es4mated	
   that	
   around	
   15%	
   of	
   the	
   interna4onal	
   tourists	
   use	
   the	
   air	
  
transporta4on	
  

•  In	
   certain	
  markets,	
   airline	
   travel	
   is	
   more	
   predominant.	
   For	
   example,	
   in	
   the	
  
European	
   market,	
   86%	
   of	
   tourists	
   use	
   air	
   transporta4on	
   when	
   traveling	
  
external	
  to	
  Europe	
  (Cooper	
  et	
  al,	
  2008)	
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•  The	
  compe44ve	
  market	
  for	
  airlines	
  has	
  escalated.	
  There	
  are	
  an	
  es4mated	
  230	
  
major	
   airlines	
   worldwide	
   registered	
   with	
   the	
   Interna4onal	
   Air	
   Transport	
  
Associa4on	
  (IATA,	
  2013)	
  

•  Travelers	
   with	
   special	
   needs	
   may	
   need	
   help	
   in	
   the	
   airports	
   and	
   aircrafs.	
  
Some4mes	
   this	
   responsibility	
   is	
   from	
   the	
   airports’	
   authori4es,	
   but	
   in	
   some	
  
other	
  occasions	
  airlines	
  need	
  to	
  assume	
  this	
  task	
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•  Websites	
   are	
   sponsored	
  by	
  airline	
   companies	
   interested	
   in	
   selling	
  products/
services,	
   so	
   the	
   informa4on	
   contained	
   should	
   be	
   adequate	
   for	
   the	
   target	
  
public,	
  including	
  disabled	
  passengers	
  

•  The	
   amount	
   of	
   effort	
   spent	
   searing	
   for	
   needed	
   informa4on	
   during	
   the	
  
decision-­‐making	
   process	
   is	
   a	
   key	
   factor	
   and	
   can	
   influence	
   decisions	
   about	
  
purchasing	
   travel-­‐related	
   products	
   and	
   services	
   	
   (Litvin,	
   Goldsmith,	
   &	
   Pan,	
  
2008).	
   A	
   website	
   is	
   a	
   prac4cal	
   and	
   cheap	
   source	
   of	
   providing	
   useful	
   and	
  
necessary	
  content	
  to	
  the	
  masses	
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Methodology	
  
	
  
•  The	
   primary	
   purpose	
   of	
   this	
   study	
   was	
   to	
   assess	
   the	
   content	
   provided	
   on	
  

official	
  websites	
   of	
  major	
   airline	
   carriers	
   as	
   related	
   to	
   informa4on,	
   services,	
  
and	
  resources	
  to	
  accommodate	
  aging	
  and	
  disabled	
  travelers	
  

•  Airlines	
  were	
  selected	
  for	
  mee4ng	
  one	
  of	
  the	
  following	
  criteria*:	
  	
  
(1)	
  ranked	
  as	
  one	
  of	
  the	
  10	
  best	
  airlines	
  
(2)	
  ranked	
  as	
  one	
  of	
  the	
  leading	
  10	
  airlines	
  in	
  terms	
  of	
  safety	
  ra4ngs	
  
(3)	
  ranked	
  as	
  one	
  of	
  the	
  leading	
  10	
  airlines	
  in	
  terms	
  of	
  lowest	
  cost	
  
*	
  3	
  airlines	
  met	
  two	
  of	
  the	
  above	
  categories,	
  so	
  the	
  final	
  sample	
  is	
  #27	
  
	
  

•  A	
  total	
  of	
  30	
  topics	
  were	
  iden4fied	
  and	
  included	
  in	
  the	
  rubric	
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•  Aging	
   and	
   disabled	
   travelers	
   represents	
   an	
   interes4ng	
   segment	
   in	
   the	
   tourism	
  

industry	
  
•  However,	
  the	
  current	
  market	
  offers	
  inadequate	
  products	
  and	
  services	
  to	
  meet	
  the	
  

needs/demands	
  of	
  this	
  special	
  popula4on	
  
 



Analysis	
  
	
  
•  The	
  informa4on	
  provided	
  within	
  these	
  website	
  sec4ons	
  differed	
  drama4cally;	
   in	
  

fact,	
  we	
  must	
  consider	
  that,	
  at	
  least	
  in	
  some	
  cases,	
  although	
  the	
  informa4on	
  was	
  
not	
  contained	
  within	
  the	
  website,	
  this	
  does	
  not	
  guarantee	
  that	
  the	
  airline	
  did	
  not	
  
provide	
  the	
  service	
  

	
  
•  If	
  	
  

ü  services	
  are	
  not	
  provided	
  or	
  	
  
ü  there	
  are	
  associated	
  costs	
  or	
  	
  
ü  it	
  is	
  evident	
  an	
  absence	
  of	
  detailed	
  informa4on	
  on	
  websites	
  	
  
	
  it	
  increase	
  the	
  likelihood	
  of	
  frustra4on,	
  stress,	
  or	
  dissa4sfac4on	
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Analysis	
  
	
  
•  Generally,	
   findings	
   indicate	
   that	
   most	
   of	
   the	
   assessed	
   airlines	
   provide	
   mobility	
  

(89.9%)	
   and	
   vision	
   (70.5%)	
   services	
   for	
   disabled	
   passengers;	
   fewer	
   airlines	
  
provided	
  services	
  related	
  to	
  hearing	
  (62.9%)	
  or	
  cogni4ve	
  (40.7%)	
  impairments	
  

•  Generally,	
   leading	
  safety	
  airline	
  websites	
  provided	
  more	
  content	
  about	
  available	
  
AT	
   services,	
   and	
   also	
   reported	
   more	
   informa4on	
   on	
   their	
   websites	
   about	
  
medica4on	
  restric4ons	
  and	
  more	
  allowances	
  related	
  to	
  service	
  animals	
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Recommenda4ons:	
  
	
  
•  The	
  industry	
  should	
  consider	
  modeling	
  AT-­‐related	
  trainings	
  and	
  protocols	
  from	
  the	
  

prac4ces	
  of	
  leading	
  safety	
  airlines	
  
•  Despite	
   being	
   capitalis4c	
   in	
   a	
   compe44ve	
   market,	
   we	
   recommend	
   AT-­‐related	
  

services	
   to	
   be	
   uniformly	
   provided	
   across	
   airline	
   categories	
   and	
   AT-­‐related	
   topics	
  
and	
   informa4on	
   to	
   be	
   accurately	
   and	
   uniformity	
   reported	
   on	
   airline	
   websites;	
  	
  
while	
   some	
   airlines	
   will	
   elect	
   not	
   to	
   offer	
   these	
   AT	
   services,	
   at	
   least	
   explicitly	
  
sta4ng	
   they	
   do	
   not	
   offer	
   such	
   services	
   enables	
   the	
   customer	
   an	
   opportunity	
   to	
  
make	
  an	
  informed	
  decision	
  about	
  pursuing	
  travel	
  plans	
  with	
  said	
  provider	
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Recommenda4ons:	
  
	
  
•  We	
  recommend	
  the	
  airlines	
  to	
  consider	
  the	
  costs,	
  benefits	
  and	
  resources	
  needed	
  to	
  

offer	
   AT-­‐	
   services	
   (i.e.,	
   in	
   airports	
   and	
   onboard).	
   Given	
   the	
   large	
   and	
   growing	
  
number	
   of	
   aging	
   and	
   disabled	
   travelers,	
   who	
   are	
   ofen	
   accompanied	
   by	
   other	
  
individuals	
  when	
  they	
  travel,	
  the	
  financial	
  return	
  on	
  investment	
  of	
  catering	
  to	
  this	
  
subsec4on	
  of	
  travelers	
  is	
  vastly	
  promising	
  

•  For	
  example,	
  safety	
  cards	
  in	
  braille	
  are	
  an	
  inexpensive	
  and	
  important	
  resource	
  for	
  
the	
  travelers	
  with	
  vision	
  impairments.	
   	
  Informa4on	
  in	
  braille	
  fosters	
  autonomy	
  to	
  
these	
  travelers	
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Recommenda4ons:	
  
	
  
•  We	
   also	
   recommend	
   the	
   crea4on	
   and	
   delivery	
   of	
   uniform	
   AT	
   and	
   sensi4vity	
  

training	
  to	
  enhance	
  the	
  workforce’s	
  capacity	
  to	
  accommodate	
  aging	
  and	
  disabled	
  
travelers	
  in	
  the	
  event	
  of	
  an	
  emergency	
  situa4on;	
  in	
  addi4on	
  to	
  protec4ng	
  airlines	
  
against	
   poten4al	
   legal	
   liability	
   in	
   the	
   instance	
   of	
   adverse	
   incidents,	
   such	
   training	
  
also	
  has	
  implica4ons	
  to	
  foster	
  the	
  daily	
  customer	
  sa4sfac4on,	
  comfort,	
  and	
  loyalty	
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