


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.
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Ensure tourism in
Scotland is
inclusive

3 Jcotiong

Support Scotland’s
transition to a low
carbon economy

Ensure Tourism
contributes to
thriving
communities

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




Inclusive Tourism - unlock the potential

Why is inclusive tourism What is the size of the Why should | engage How do | engage with

important ? market? with this market? the market?
P
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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:

e 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
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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)
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Inclusive Tourism - unlock the potential

Did you know?
Accessible Market

e £274 billion annual spending

 1lin4 peopleinthe UK are disabled

* 70-80% of disabilities are non-visible

* 1in 3 peopleover 60 have hearing loss

* 8% wheelchair users

“75% of disabled people have deserted a business because
of poor disability awareness or understanding”
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Reasons to engage with this market

Growth potential
This market will grow over the
next decade — inclusive
businesses and destinations will
benefit most
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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



Product
information

People first
(customer service)

Promotion




Inclusive Tourism - unlock the potential

Provide Accessibility Information
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6 million users annually

www.accessable.co.uk

& Séotland | Alba



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

N s et . Help Accessibility
!...:-_-,;-,.__!_;--l- | AccessAble & s&8tand | Alba

#  Your Accessibllity Guide

About AccessAble  Getyourquote Contact Login

. o =]
o 1
e J e T
- w* H ‘
5 |
a’.‘ k 1 1
L - £

Welcome to the Your Accessibility Guide
portal

https://visitscotland.youraccessibilityguide.co.uk/



Inclusive Tourism - unlock the potential
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Inclusive Tourism - unlock the potential
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Link to Accessibility
Guide - searchable using
our filters in the search
function on
visitscotland.com

Facilities
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95% try to find accessibility
information before visiting a

( venue
3

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

81% expect to find access 98% are more likely to visit if
information on the venue’s Access information is
website available




Inclusive Tourism - unlock the potential
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Focus on your customer service

increases venues’
accessibility”

Purple Disability
and Customer
Service e-tutorials -




Inclusive Tourism - unlock the potential
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WELCOMING
ALL CUSTOMERS

HELPING YOU TO UNLOCK THE BUSINESS
BEMEFITS OF AN INCLUSIVE WELCOME.

“T2% are more likely to
visit new places if they
feel welcomed by staff or
venues appears to care
about accessibility”



Inclusive Tourism - unlock the potential

Promote, show and tell

[' UABLED ACCESS TNFORMATION

Lo ol matbiuee prsasprh o ingbbiad prasdi

Add your accessibility guide link to the el
homepage of your own site and to your

isti isi DTSABLED ACCESS REVTEWS
listing on visitscotland.com / i1

[ ]
t4) THE RINGS Aberdeen Maritime G\
Museum Arzsatie

Shiprow, Aberdeen

)

“Groat Accnssible Bulding” Way 208

Eherdesn baritime Moseum selfs the story of
the dby's long relationship with the Sea. This
award-winning meseun & lacated on the

misROn Shigros and moonparales Provost Wirite review
Bess's Heuse, which was..

Home ~ Cottage ~ Cabins ~ Camping = Bisset’s Barm ~ Planning your stay =~ Contact ) Book Now

ACCESSIBLE GUIDES

to help you decida if what we have will work for you

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

Visit
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Inclusive Tourism - Unlock the potential

Best Practice

Activity

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.
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VE\ Dundee  whatson  Visit  Stories  Shop  Learn  Membershio  Supportus  Login A @ ‘J&

Back to the top T

V&A Dundee Open dally

>3 N # vamr.acukddundessirfofaccossibilinye

Ve Dundee  wrarzon wisit Storiss Shap Lesn Membership  Supportus Log s

Accessibility

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

Toggle menu

Outside >
Inside >
Access Guide »

Help >

Plan Visit >
COVID-19 update >
Location >

Full Screen >

Home >

& Scotland | Alba



Inclusive Tourism - unlock the potential
p—

£a =

tems =
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Cowdray Hall:
= CH Primitive Forms
Gallery:
- G1 Alloy
- 1 Bright Eyes
- G112 Dresses
. . . - G4 Mustard & Cress Gate
www.virtualinclusion.com e
- G5 Earthenware Ferrari
- G5 Mautilus Pot
- G5 White Mist Bowes
- G Sugar Bowl

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

Inclusive Tourism - unlock the potential

HIDEAWAY

FXPTRITHCOF™

HIDEAWAY (

www.virtualinclusion.com
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http://www.virtualinclusion.com/

Cﬂn%}'u " Home Rooms Hotellnfo Offers Gallery Location Dining Ewvents Jdoin Sign In 9‘
on )

by HllE

Your stay includes

Y Frae WIF & Non-smoking rocms & On-site restaurant & Fitness center & Pet-friendly rooms BOOkable rOOmS

All Guest Rooms Suites Accessible

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

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

QUEEN ACCESSIBLE ROOM TWIN ACCESSIBLE ROOM KING ACCESSIELE ROOM
e b - — B —
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Inclusive Tourism - unlock the potential

Prioritise this market
Quick wins

* 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

& Séotland | Alba




Inclusive Tourism - unlock the potential

Home » Supporting your business » Responsible tourism

O visiters, culture and communities » Inclusion »
Accessible tourism highlights in Scotland

VisitSeotland is launching a new accessible tourism project which invelves
actively cngaging with a selection of tourism venues who have accessible

facilities and/for services,

& Séotland | Alba

2. What are businesses asked to do

Accommodation providers

You must meet these criteria before we can consider your
business for this project:

Level access

Your main entrance (or an altérnative entrance) has level access,
withiout steps or raised thieshaolds. Level access includes access
by ramip {permanent or temporary], lift, or three steps or fewer.

Accessible rooms

¥ou have at least one bedroom classified or promoted as
wheelchair accessible or adapted for wheelchair users.

Attractions and restaurants

You must be able to answer yes to bwo of the following three
statements to be considered for this project:

Level access

Wour main entrance (or a0 alternative entrance) has level acoess,
without stéps or raised threshalds. Level acceds mcludes secess by
ramp |permanent or temparany|, lift, or three steps or fewer.

Accessible toilet
Yau hiave a puble toilet that = au:lapt-_'-d.--:les.-gn ated for use u«}-dusah.-:-:l

people.

O you actively list your venue as "wheelchair accessible”, "adapted for

wheelchair users”, or “having disabled access”,
Accessible facilities
You have services or facilities for visitors with hearing or sight

mpairment.

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

stalt are given dementia or aulism awanrgness training,



Inclusive Tourism - unlock the potential
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Inclusive Tourism - unlock the potential

Inclusive Tourism Toolkit

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

& Séotland | Alba
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ACCESSIBLE AND INCLUSIVE TOURISM

Find adwice and resaurces to help your business provide all visitors a great
experience in Scotland.

A great experience without
barriers

Providing advice and support for
inclusive practicas

Inesber zanr am orsans thaballebiers can
Tiaase = preal v = il vl any Lariseon

restrebers lkwall mprose she soursm

Sharing your access guide

e e e e bl g adeeaa bilies gaid, B e Lthe e s
sanldiceasls

Tips for promoting your acoess guide
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Inclusive Tourism - unlock the potential

Advice Guides

TR
ADVICELINK ADUICELINK%
Easy does it e

i :
& Soittand | Atbha
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Understanding the A practical guide to
market Dementia-friendly tourism

& Séotland | Alba
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ADVICELINK
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Creating Inclusive Events



What’s next - Top tips

Prioritisation

Access information is key

Show and tell

Warm welcome is everything

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, oris
quiet space available, or
facilities for assistance

\dogs. /

G)W easy isitfora \

@levant 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

& Séotland | Alba

\_ /

@are 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.

\_ /

Gve your staff confidencs

to provide the best
welcome to everyone.

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

\_ /




Inclusive Tourism - unlock the potential

Remember
Measure your success

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.

& Séotland | Alba
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For more information - www.visitscotland.org/inclusive-tourism
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