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ACCESSING THE INCLUSIVE
TOURISM MARKET

Marina Di Duca, Inclusive Tourism Manager



Accessing the Inclusive Tourism Market

Responsible Tourism Development

Responsible Tourism requires the tourism industry,
government, public sector, communities and visitors to
collectively respond and manage their economic, social
and environmental impacts, maximising the positive
impacts and minimising the negative ones, making all
forms of tourism sustainable.

Responsible Tourism considers not only the needs of the
visitor and the industry, but also the host communities and
the environment.

Creating better places for people to live and visit.
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Support
Scotland’s
transition to a
low carbon
economy

Ensure tourism in
Scotland is
inclusive
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Ensure Tourism
contributes to
thriving
communities

Support the
protection, and
considerate
enjoyment of
Scotland’s
Natural &
Cultural Heritage



Accessing the Inclusive Tourism Market

Value of the Accessibility Market

* UK Domestic overnight visits: 2.55 million

(18.5% of the total number of visits)

* Total expenditure from overnight trips: £611million

(19.1% of all domestic visitor spending)

83% of disabled customers tell others about their experience & 49% share
on social media (source: Euan’s Guide Survey)
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Accessing the Inclusive Tourism Market

Value of the Seniors Market

In Scotland, the 55+

*  36% of domestic trips & spend are from the over 55’s
(4.3 million trips and £1 billion)

* 30% of international visitors are over 55
(1.2 million)

* Spend 20% more than average consumer on leisure and hospitality

* Inthelast 12 years, 21% increase in domestic trips & spend up by 45%

“86% of seniors will make a return visit compared with 18-34 year olds”
(Source: Barclay’s Ageing Population Report)
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Accessing the Inclusive Tourism Market

Facts about the accessible market

« £274 billion annual spending

* 1lin4peopleinthe UK are disabled
* 70-80% of disabilities are non-visible
* 8% wheelchair users

* 1lin 3 people over 60 have hearing loss

“75% of disabled people have deserted a business because of poor
disability awareness or understanding”
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Three reasons to engage

Growth Potential Loyal, repeat customers Spend more than other groups

The market is set to increase as Inclusive businesses report Senior travellers spend
the UK’s population ages higher occupancy rates. significantly more on holiday

than other groups
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Accessing the Inclusive Tourism Market

Prioritisation

Check your website

are you highlighting
your access facilities
and services.

Create an ‘access for
all’ page or section
which summaries
what you have on
offer.

Make sure your
accessible bedrooms
are available to book
on your website.

& Stotand | Alba

People First

* Give your staff
confidence to provide
the best welcome to
everyone.

* It’salsoimportant to
training your back-
office staff in digital
accessibility and
language.

T77% agree: staff training
increases venues’
accessibility”

Source: Euan’s Guide Access Survey:

Product Information

Ensure you have an
accessibility guide
describing in detail your
access facilities and
services.

95% of customers check
for information about
your venue online before
visiting.

Source: Euan’s Guide Access
Survey:

Promotion

Be discovered - detailed
information about your
accessible facilities and
services are important -
create an accessibility
page or post your
accessibility guide, onto
the homepage of your
website.

Show diversity within the
images on your website
and in your marketing
generally.



Focus on your customer service

Euan’s Guide Access Survey:

77% agree: staff training
increases venues’
accessibility”

Purple Disability
and Customer
Service e-tutorials -

Welcoming All Customers —
classroom style and new
online training course
provided by AccessAble

Visit

& Stotand | Alba



Online course

-Learning

Woelcome Marina
DiDuca

lllllllllllllllll

Disability Essentials Bitesize

. OOO0COOO0O000 Classroom training

i, —
Welcome

to Excellence

@ Scotland | Alba

WELCOMING
([ AccessAble ALL CUSTOMERS

Disability Essentials HELPING YOU TO UNLOCK THE BUSINESS
BENEFITS OF AN INCLUSIVE WELCOME.

A one-day course for your staff packed with practical
tips to ensure you provide a warm Scottish welcome
tor all customers.
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“72% are more likely to
visit new places if they feel
welcomed by staff or
venues appears to care
about accessibility”



Provide Access Information

I'm looking for... Near to...

Try searching for restaurants, hotels, hospitals, universities Place, town or postcode

1)) AccesSADLE  1he new rame for Dssbledo

GoMA (Gallery of Modern Art)

Royal Exchange Square. off Queen Street, Glasgow, G1 3AH

0141 287 3050

Search for accessible places to go

€ Google Play (<] Send email

Visit website

Search for Restourants, Hotels. Cinermas etc, Add o town, pasicode of locatian

[~2] View photos || View on a map

www.accessable.co.uk

54% of disabled customers avoid going
to new places if they can’t find
accessibility information

5 million users annually

Source: Euan’s Guide Survey
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http://www.accessable.co.uk/

AccessAble 1o nowname for bisa

our Aernes irdn About  Blog Contact

I'm lecking for... MNear to...

Try searching for restaurants, hotels, hospitals, universities Place, town or pastcode

YOTEL Glasgow

Westargate, 260 Argyle Street, Glasgow , G2 BOW

T, 0141 428 4450

- Send email

S Wisit website

ibility

Legin  Sign Up

[~] View photos "7 Wiew on a map ™

Accessibility Symbols

Level Access and Automatic Doors (or Mo . Ramped/Sloped Access, and./or Manual
Doors) + Daoars

Mokility lmpaired Walker Of-Site Parking

Blue Badge /Accessikle Parking Bays Acceszible Toilet

Ambulant Toilet Step Free Standard Toilet
Baby Changing Facility Accossible Accemmedation

Seat(s) Available Assistive Listening

Large Print Braille

For mare infermation about what these symbols mean, view cur Accessibility Symbels Guide,

Close this popup window,
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roor cnuance)

Qutside Access

D (Lower Ground >
Floor Accessible
Entrance)
&, Reception >
Level Change
(Ground to Lower >
Ground Floor)
i::‘[ Inside Access >
[T Lift >
== Other Floors >
. Fitness Suite (Level N
D
.. Level Change N
“ (Levell)
= Room

Something changed?

Room

General Information

Accessible Rooms

Location and Access

Accessible Room

Accessible Ensuite

Bath and Shower

Wheel In Shower

Signage, colour contrast and lighting in accessible rooms

View

View

View

View

View

View

View

View




Why is accessibility information important?

95% try to find 98% are more likely to
accessibility information visit if Access information
before visiting a venue is available

81% expect to find access
information on the
venue’s website
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ABERDEEN
MARITIME
MUSEUM

Select Area >
Featured Items >
Floor Plan >

Plan Your Visit >

Location >

b y | . N 3 = — :,‘ = = . A —
‘ R : : T S - 2 - ABERDEEN
Help> * s . el : ART
3 ) ’ oY . GALLERY
v B 3 4

Full Screen >

(< JBACK

Cowdray Hall:

- CH Primitive Forms
Gallery:

- G1Alloy

- G1 Bright Eyes

- G112 Dresses

- G4 Mustard & Cress Gate
- G4 Pod Vessel

- G5 Earthenware Ferrari
- G5 Nautilus Pot

- G5 White Mist Boxes

- G6 Sugar Bowl

www.virtualinclusion.com

- G6 Quaich
- G6 Cake Basket
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http://www.virtualinclusion.com/

THE
HIDEAWAY (
FXPERIENCE"™

e s e S,

'; 1IlF

Area > h
|
Access Guide >

THE
Help >

o 1 i HIDEAWAY

EXPERIENCE™
Welcome > =

Location > N - &F

Full Screen > i ) o o]

»
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http://www.virtualinclusion.com/

7
Ve\Dundee whatson WVisit  Stories  Shop  Learn  Membershin  Supportus  Login A @ ‘e&

Back to the top /T

V&A Dl,lrldee Open daily

> N 8 vwracckidundessirfosaccszzibilny G £ v 0 1"-

Vs Dundee Membership  Suppertus

Accessibility

Accessibility Page — link on homepage
You'll find a range of access provisions available at V&A Dundee. See below
tor further information on things to make your visit as enjoyable as

possible. High-level summary of facilities with a link to
Assistance dogs virtual tour with accessibility guide

You are welcome to bring guide dogs, hearing dogs and other recognised
assistance dogs into the museum,
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V&XDundee

Toggle menu

Qutside >
Inside >
Access Guide >

Help >

Plan Visit >
COVID-19 update >
Location >

Full Screen >

Home >
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canopy)

by Hilton {

Home Rooms Hotellnfo Offers Gallery Location Dining Events Join signin @

Your stay includes

¥ Free WIFI « Non-smoking roems + On-site restaurant  Fitness center ' Petfriendly rooms B OOk ab / e r OO‘ , ’S

Accessible

All Guest Rooms Suites

qu}:: This hotel offers Confirmed Connecting Rooms, subject to availability.

@ We're showing tonight's availability. Select your dates for updated results.

L
Tasi®

3

QUEEN ACCESSIBLE ROOM TWIN ACCESSIBLE ROOM KING ACCESSIBLE ROOM
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fiooe a tah

! Book a room

& MOLL'E'S Logations  Matel Liner  Corgersta  Ceraes:s  about  Contsct '

RS

Choose a location

-

\¢ MOLLIE’S (wens =

Latar i poazse 2 Chanseranma 3 ]

MO

T €YEL

ChDOSE YDL”‘ Foom Mon, T May - l.c,:;w:-r-:-'_auc;tsm

.

Double raom “am £BE par night DOOKIRD SUMMART
Ml Do ales feslare com'y king-sies beds. Qufordshire
. 2 . luzurious '.I':.'.'.ou brl.':hu::. Ikt '.llak:n:l wale conck it , OFack it
. . | rfinigams, climate contral. supsr-fast of-f
Brlstol L_:-;Qx fo Ldshlr_a\ Mari, 12 May Tuw, 13 Map

| More detalls

first city centre MallTals > |
opaning late 2023 In the fakmar
Granada TV studios

Just off the M5, a shart hop from Out/in-the sticks, on the A420 at
Bristol cantra, ona foot In the Buckland, only 30 minut@sifrom the
countrysids, centre of Oxford.

Guaking vest L0900

Han-Rafundabls D B
B [E
£E5.00 ber * nizht 216 {0 [72] £0.00

95,00 Fer 1 mlaht

Eat, drink, explore

Accessible room o £85 e night

Nallin's ~camsaille ranms 2un ba conneclac 1o

LB T fan # gnes o e O

seztzmasilili rar s Cumliee o P Kinge sicw bet

Mare detaile >

Non-Refuncable (O

EAS.00 ter 1 nght

Book roam

Flexible

£95.00 tor I night
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Accessing the Inclusive Tourism Market

Carrie-Ann Lightly is Head of
Marketing at AccessAble and is one
of the UK’s leading accessible travel
bloggers.

Carrie-Ann was also named as one
of the top 100 most influential
disabled people in the UK, on the
Shaw Trust #DisabilityPowerList100
for the last five years.
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Accessing the Inclusive Tourism Market

Pause for discussion

Opportunity for
guestions and

discussion
(10 mins)
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Promote, show and tell

[UAN'?B

A CESS INFORMATIO!
Add your accessibility guide link to the D R

Loy clowaldm paasp or kbl poocde

homepage of your own site and to your
listing on visitscotland.com

Reviews and share your experiences...

S yeacrewent

t¥) THE RINGS

Home v Cottage ~ Cabins v Camping ¥ Bisset’s Barn v Planning \ Contact

DISABLED ACCESS RevTews

Aberdeen Maritime G\
Museum Acessitie
Shiprogeliierdeen o

ACCESSIBLE GUIDES

@

“Groat Accossible Buiding” M3y 2018

Aberdeen Maritime Museum telfls the story of

‘ : Read more
the dity's long relatonship with the Sea. This
award-winning meseun & located on the

hiS10C Shigrow 3nd X Orporates Provost
R055's House, which was..,

to help you decide if what we have Will work for you

Write review

Add your venue to euansguide.com
(the review site for disability people,
S%S?S%land | Aba family and friends) for free, its quick
and easy



VisitScotland Campaign

Regions covered so far:
Aberdeen & Aberdeenshire
Edinburgh & Lothians

Fife, Dundee & Angus
South of Scotland

H IGH LIGH I S ' 2. What are businesses asked to do
s : : / 3
o : / S Accommodation providers Attractions and restaurants

; You must meet these criteria before we can consider your You must be able to answer yes to two of the following three
- business for this project: statements to be considered for this project:

Home > Supporting your business > Responsible tourism >

Our visitors, culture and communities > Inclusion > Level access ° Level access
Accessible tourism highlights in Scotland

Your main entrance (or an alternative entrance) has level access, Your main entrance (or an alternative entrance) has level access,
without steps or raised thresholds. Level access includes access without steps or raised thresholds. Level access includes access by
by ramp (permanent or temporary), lift, or three steps or fewer. ramp (permanent or temporary), lift, or three steps or fewer.
Accessible rooms ‘ Accessible toilet
. e . . . . . A You h tl lassifi You lic toilet that i i fi isable
VisitScotland is launchlnga new accessible tourism prolect which involves ou aveé east an bedroom classified or promoted as ‘ou have a public toilet that is adapted/designated for use by disabled
X X . . . . wheelchair accessible or adapted for wheelchair users. people.
actively engaging with a selection of tourism venues who have accessible
¥ . Or you actively list your venue as "wheelchair accessible", "adapted for
facilities and/or services. ) e .
wheelchair users", or "having disabled access".

° Accessible facilities

You have services or facilities for visitors with hearing or sight
impairment.

Or your venue is dementia or autism friendly. For example, you may
offer a quiet space or have a scheduled quiet hour or your front-line

W Visit ~
\?) Scotland ‘ Alba @ ﬁgg,?.lgguﬁble S[BH are given demenna or autism awareness tralnmg.



Glasgow Pilot - 2022

@ Longuane EN

VISITSCOTLAND Placestogo  Thingstodo  Accommodation  Inspiration  Travel & Planning Q searc

Fome | Placcstogo | Glassow | 2Amazing attractions and things to sec and in Glaseow City. Centre | 14

14 IDEAS FOR AN ACCESSIBLE DAY OUT IN GLASGOW

shars 3| KELVINGROVE ART GALLERY AND MUSEUM
) . X ) ) : e GLASGOW WEST END
Plan an accessible day out in Glasgow with these suggestions by AccessAble. Find out what's available
for disabled visitors or residents from wheelchair accessible hotels and restaurants to inclusive museums
and attractions.
AccessAble @ works Lo give you delailed information on places (o visit. Their websile is used by over 5
million people cach year.
GLASGOW FILM THEATRE
GLASG TY CENTRE
P
i
| Dxterior of the Kelvingrove
I Museum and Art Gallery
Kelvingrove Art Gallery and Museum is a Victorian masterpiece brimming with a vast and
| eclectic collection of over 8,000 exhibits from dinosaur skeletons and a World War 11 Spitfire, to
mesmerising paintings by the Dutch Old Masters and French Impressionists. Key facilities
| Key accessible facilities include accessible parking bays and a designated drop-off point, @ fe 9"
2 accessible toilets, and step-free standard toilets, An assistive listening system is available, asis Parking  OnPublic  Hearing
a Braille guidebook. Transport Loop
Route
Find out more about Kelvingrove Art Gallery and My - Lod
ind out more about Kelvingrove Art Gallery and Museum (E\ &
Read the Access Guide for Kelvingrove Art Gallery and Museum @ accessible  Lavel Access  Accessible
Parking Cr todats
Glasgow Filen Theatre (GT) - Drop-off
Point

Glasgow Film Theatre has been leading the way in specialised cinema for 40 years. Pick from a
variety of styles from art house dinema to late-night cult screenings and classics to
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Accessing the Inclusive Tourism Market

Inclusive Tourism Toolkit

* Guidance documents and tips to inspire and inform
businesses on how to make tourism accessible to
everyone, with links to other support services and
organisations e.g. Deaf Action, RNIB etc.,

* Topics covered:
- Customer Service
- Information Provision
- Inclusion Environments - coming soon
- Inclusive Events - coming soon

- Social Tourism Schemes
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® _vs
\‘?)S‘c’fﬂ‘fland Alba Supporting your business +  Research and insights ~

ACCESSIBLE AND INCLUSIVE TOURISM

Find advice and resources to help your business provide all visitors a great
experience in Scotland.

Wz

A great experience without
barriers

Providing advice and support for
inclusive practices

Inclusive tourism ensures that isitors can

have a great time without any b

restrictions. It will improve the

Sharing your access guide

Ones you have crealed an aecessibilily guide, iLisimporlant thal cuslemers
an find it easily.

Tips for promoting your access guide

W Make yo ide gasy to find
VT ey b fined by nctediog 2 link a0 the home sy

& S&otland | Alba



Digital guides available on visitscotland.org/inclusive-tourism

ST

ADVICELINK ADVICELINK ADVICELINK
E a Sy d OeS lt ja-friendly tourism
Simple, low-cost changes to benefit you and your visitors poctical guide for businesses

-
& Ststiand | Alba ¥ Scstland | Alba & sitiand | Alba

Understanding the A practical guide to

. : Creating Inclusive Events
market Dementia-friendly tourism
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Accessing the Inclusive Tourism Market

. Based in Glen Urquhart and Strathglass the group reinvests revenue from renewable energy schemes
What arc others dOI ng7 into a range of projects to benefit their communities. This includes a major focus on inclusion and

The Soirbheas Community Group  accessibility, to make the area a better place to live in and visit.

Inclusive projects

S = bh The OpenNESS Inclusive Communities project brings together local partners to create dementia-
O’r eas friendly communities. These include:

Investing in the communities of Glen Urquhart & Strathglass

* The Patient Participation Group
The Glenurquhart Centre
The Drumnadrochit Chamber of Commerce

The community group also piloted a respite holidays project with the Clansman Hotel. This provided
breaks for carers. There are also plans in development to make Drumnadrochit a dementia-friendly
destination.

Learning and development

They deliver learning and development workshops to improve confidence on how to communicate.
The group also supports people with additional requirements or physical needs. Including hearing
and sight loss, and autism awareness. They deliver training and awareness sessions through
accessible means and offer supporting resources.

Access for all

Soirbheas Community Group are also developing better streetscapes. This includes buildings, to
improve pavements, cycle ways and access for all. The Community Council have begun scoping cycle
ways. The Loch Ness Hub toilets and buildings have been renovated for the benefit of those visiting

£ isi . th .
:’?? Scotland | Alba earea



Accessing the Inclusive Tourism Market

What are others dOI ng‘) Royal Yacht Britannia is accredited as a VisitScotland five-star visitor attraction in Edinburgh.

Royal Yacht Britannia, Edinburgh ~ They offer:
« Complimentary self-led audio guided tour in over 30 languages (Check out which languages

are on offer)
* Children's version of the audio tour
* Visually impaired audio guide, braille script, ASL and BSL tablets

Priding themselves on their dedication to inclusive tourism, their marketing director Casey Rust
shares why inclusivity is at the heart of their offering,.

“All our visitors should have the same, consistent experience. We are on a journey and are always
learning and adding to the visitor experience. For example, when we redeveloped our website our
primary focus was to build it based on the user experience and every effort was made to make it
as inclusive as possible.

We recognise the need to provide comprehensive pre-arrival information so that all of our guests
know exactly what to expect in advance.

We also provide the option to download our access statement which details in full information on
accessibility at Britannia, from arriving at Ocean Terminal to the facilities on board.”
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Accessing the Inclusive Tourism Market

What are others dOI ng’) Set .in woodlands in the village of Lundin Li.nks, Fi.fe t‘he purpose-built accommodation was
designed from the outset to be accessible, including:

Homelands self-catering holiday
lodges

* Zero threshold extra wide entrance and internal ground floor doors
* Full wet rooms

* Ceiling tracking hoists in downstairs bedrooms and wet rooms

* Closomat toilets in selected lodges

» Designated disabled parking bays at the front door

» Portable equipment: portable hoists, stand aids, shower chairs / trollies, and rise recline
armchairs

They have a Net Promotor Score of 98%, this is a globally recognised measure of customer
experience and brand loyalty. The score can help increase revenues, forecast future business
growth and assess the overall health of a brand.

Demand outpaces supply in the market for accessible accommodation. Homelands is operating
at around 95% occupancy for all year-round opening and their only closures are due to
maintenance. This performance enables them to reinvest in the business and have recently build
further 5 self-catering properties.

& Stotand | Alba



Accessing the Inclusive Tourism Market

Access Information is key

Show and tell

Warm welcome is
everything

Measure your success

/Create an ‘access for all’\

page or section which
summaries what you have
on offer.

Ensure you have an
accessibility guide
describing in detail your
access facilities & services.

95% of customers check for

venue online before

Qsiting.

& Stotand | Alba

information about your

@re your accessibility \

guide, post it onto the
homepage of your website.

Show diversity within the
images on your website
and in your marketing
generally.

List your business on
Euan’s Guide and
encourage your customers

Gve your staff confidence\

to provide the best
welcome to everyone.

Making sure workers and
managers in your venue
are trained and confident
in inclusive tourism this
will make a huge
difference to your
customer service.

to leave a review.

\_ !

@e time out to experiencex

the welcome you offer
customers.

Ask customers what they
think of your venue or service
and what if anything could be
improved.

\_ /




Accessing the Inclusive Tourism Market

Pause for discussion

Opportunity for
guestions and

discussion
(10 mins)
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Get in touch If you want to
develop your inclusive tourism offering

Main contact:
marina.diduca@visitscotland.com

More information at:
visitscotland.org/inclusive-tourism
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