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Responsible Tourism

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.



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

Ensure Tourism 
contributes to 
thriving 
communities

Ensure tourism in 
Scotland is 
inclusive

Support Scotland’s 
transition to a low 
carbon economy



Inclusive Tourism – unlock the potential 

Why is inclusive tourism 
important ? 

What is the size of the 
market?

Why should I engage 
with this market?

How do I engage with 
the market?



Value of the Accessible Market to Scotland  
Disabled people, family and friends

Domestic overnight visitors:

• 2.9 million overnight trips to Scotland

• These visitors spent £730 million  

Domestic day visitors:

• 18.5 million day visits to Scotland

• These visitors spent £850 million

International overnight visitors to Scotland

• 123,000 overnight trips in Scotland

• Collectively, they spent £106 million

Source: GBTS, IPS and Euan’s  Guide Survey



Accessible Tourism 
Market Insights

• More likely to stay longer and spend more than the average 
international visitor to Scotland.”

• On average 9.8 nights in Scotland, compared to the average of 6.8 
nights for all inbound visitors.

• Average spend per international overnight trip in Scotland was £862. 
This compares to the average of £638 for all inbound visits.

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

Source:  International Passenger Survey



Did you know?
Accessible Market 

Inclusive Tourism – unlock the potential 

• £274 billion annual spending 

• 1 in 4 people in the UK are disabled

• 70-80% of disabilities are non-visible

• 1 in 3 people over 60 have hearing loss

• 8% wheelchair users

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



Reasons to engage with this market

Growth potential
This market will grow over the 

next decade – inclusive 
businesses and destinations will 

benefit most

Loyal, repeat customers
More likely to make a return visit, 
more loyal compared with 18-34 

years 

Higher Spend
Disabled and senior travellers 
spend more on holiday than 

other groups -35% higher spend 
by senior travellers on leisure 
and hospitality than other age 

group



Prioritisation

People first 
(customer service) 

Promotion 

Product 
information



Provide Accessibility Information 

Inclusive Tourism – unlock the potential 

6 million users annually

www.accessable.co.uk 

http://www.accessable.co.uk/


https://visitscotland.youraccessibilityguide.co.uk/
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Inclusive Tourism – unlock the potential 

Link to Accessibility 
Guide – searchable using 

our filters in the search 
function on 

visitscotland.com



95% try to find accessibility 
information before visiting a 
venue

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

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

98% are more likely to visit if 
Access information is 
available



Focus on your customer service

Inclusive Tourism – unlock the potential 

Purple Disability 
and Customer 
Service e-tutorials - 

Euan’s Guide Access Survey: 

 77% agree: staff training 
increases venues’ 
accessibility”



Inclusive Tourism – unlock the potential 

“72% are more likely to 
visit new places if they 

feel welcomed by staff or 
venues appears to care 

about accessibility” 



Promote, show and tell

Inclusive Tourism – unlock the potential 

Add your accessibility guide link to the 
homepage of your own site and to your 
listing on visitscotland.com

Add your venue to euansguide.com 
(the review site for disability people, 
family and friends) for free, its quick 
and easy



Best Practice
Activity 

Inclusive Tourism – Unlock the potential

The following slides show examples of 
businesses who have adopted specific 
marketing and information tools.

These tools help them to engage 
directly with visitors who need more 
specific information or reassurance of 
the availability of features and 
services offered.



Example of best practice

Accessibility Page – link on homepage 

High-level summary of facilities with a link to  
virtual tour with accessibility guide



Example of best practice



Inclusive Tourism – unlock the potential 

www.virtualinclusion.com 

http://www.virtualinclusion.com/


Inclusive Tourism – unlock the potential 

www.virtualinclusion.com 

http://www.virtualinclusion.com/


Examples of best practice 

Bookable rooms



Example of best practice



Prioritise this market 
Quick wins

Inclusive Tourism – unlock the potential 

• Check your website are you highlighting your access 
facilities and services 

• Create an ‘access for all’ page which summaries what 
you have on offer

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

• Make your accessible bedrooms are available to book 
on your website



Inclusive Tourism – unlock the potential 
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Inclusive Tourism Toolkit

Inclusive Tourism – unlock the potential 

• Refreshed toolkit - Winter 2023

• Guidance documents and tips to inspire and inform 
businesses on how to make tourism accessible to 
everyone, with links to other support services 

• Topics covered: 

 - Customer Service

 - Information Provision

 - Inclusion Environments

 - Inclusive Events 

 - Social Tourism Schemes



Advice Guides 

Inclusive Tourism – unlock the potential 

Understanding the 
market

A practical guide to 
Dementia-friendly tourism

Creating Inclusive Events



What’s next – Top tips 

Prioritisation Warm welcome is everythingAccess information is key Show and tell 

How easy is it for a 
potential customer to 
find out if you have 
accessible bedrooms and 
is it bookable online?

Do you offer accessibility 
facilities  e.g. induction 
loops, audio tours, or is 
quiet space available, or 
facilities for assistance 
dogs. 

Relevant and detailed 
information about your 
venue or service is vital 
for customers to make 
decisions about visiting 
somewhere for the first 
time. 

The availability of an 
Access Guide is essential 

Share your accessibility 
guide, post it onto the 
homepage of your 
website and promote it 
on your social media.

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

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

Making your staff are 
trained and confident in 
inclusive tourism this will 
make a huge difference to 
your customer service. 



Remember
Measure your success

Inclusive Tourism – unlock the potential 

Take time out to experience the welcome you offer 
customers. Ask customers what they think of your venue or 
service and what if anything could be improved.  



For more information - www.visitscotland.org/inclusive-tourism 
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