Take a tour of your business
You might be more accessible than you think.

FIND OUT HOW ACCESSIBLE YOUR
BUSINESS ACTUALLY IS.

Introduction
This simple accessibility guide is designed to help businesses in the tourism industry
quickly review how accessible their business premises and services are and also
potentially identify practical ways of improving access for existing or new customers.
The sections are based on the needs and wants of disabled customers, and are
focussed on potential physical and non-physical barriers. It will be helpful to keep the
concept of attitudinal barriers in mind when taking the tour through your business.
Attitudinal barriers are difficulties or challenges experienced by a person with
impairments that may result from someone misunderstanding, confusing or ignoring
their needs and also focusing unhelpfully on their impairment as opposed to their
abilities.
Such attitudes and misconceptions can sometimes be the most significant barrier that a
disabled person can face when seeking a positive customer experience. It would be
unreasonable to expect staff in a tourism business to be experts in every type of
disability, but signs that a business has made proactive efforts to make their services
accessible to disabled customers can go a long way.
It may also be useful to keep in mind that reasonable adjustments required by the
Equality Act are considered to be improvements that are both practical and manageable
relative to the size and context of your own business. We recommend that you consider
working with an accredited access consultant if you want to carry out a more detailed,
formal access audit.
This guide covers a range of different access themes and you may find that not every
section is directly relevant to your business. If this is the case simply move on to the next
relevant section.
Once you have completed your tour and got an idea of how accessible your business
currently is for people with access needs, think about what good practice in accessibility
looks like and about any low cost (or free!) improvements you might wish to make.
Additional useful resources and examples can be found at the end of this guide.
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Mobility impairment:
Mobility impairments refer to people have difficulty walking or getting around and might, for
example, use crutches, a walker, a cane or similar equipment or device to assist her or his
navigation (non-wheelchair users). Three of the most important things to think about are steps,
distances and floors.
Dexterity impairment:
The ability to coordinate and control movements of your upper body. Dexterity impairments
can impact the individual’s strength, speed, endurance and coordination. Three of the most
important things to think about are doors, convenience and ease of use.
Wheelchair user:
Wheelchair users are individuals whose ability to walk is limited or inefficient, and therefore
benefit from using a wheelchair on a temporary or fulltime basis. The needs of each
wheelchair user will vary, as well as the type of wheelchair, which among others vary between
manual and powered wheelchairs. Three of the most important things to think about are steps,
height and space.
Hearing impairment:
Hearing impairments occur when there is a problem with or damage to one or more parts of
the ear, which can result in hearing loss or complete deafness. Three of the most important
things to think about are noise, visibility and aids.
Visual impairment:
Visual impairments occur when there is a problem with or damage to one or both eyes. For
this course, an individual will be partially sighted, but not complete blind. Three of the most
important things to think about are lighting, contrast and floors.
Blindness:
Blindness is the state of being unable to see due to injury, disease or genetic condition. Three
of the most important things to think about are readability, space and floors.
Learning impairment:
People with learning impairments often find difficulties understanding new or complex
information and learning and applying new skills (impaired intelligence). For that reason,
people with this type of impairment may process information more slowly and may find
communication and daily living skills hard. Examples of learning impairments are: Down
Syndrome and Fragile X syndrome. Three of the most important things to think about are
clarity, orientation and safety.
Social impairment:
Social impairments may involve dysfunction in attention, memory, perception, language,
problem-solving, or social interaction. Examples of social impairments are Autism Spectrum
Disorder and Attention-Deficit Hyperactivity Disorder (ADHD). Three of the most important
things to think about are preparation, quiet and space.
Memory impairment:
Memory impairment is when a person has trouble remembering, learning new things,
concentrating, or making decisions that affect their everyday life. Examples of memory
impairments are Dementia and a stroke or brain injury. Three of the most important things to
think about are consistency, contrast and boundaries.

Things to think about
As we said in the course, the first thing to do is to take a tour of your business. This is the
best way to assess how accessible your business is for customers with impairments. You
should follow the customer journey and look at each stage – the rooms, the fittings and the
facilities – through the eyes of the customers with different types of access needs who will
experience it. We have created this guide to give you an idea of the important things to
think about as you take your tour.

1. Pre-arrival
Look at

Think about

Accessibility information
online

• Accessible website
• Accessibility guide
•
Accessible parking information
•
Step-free features
•
Accessible toilets
•
Hearing support systems
•
Accessible activities
• Map with directions to the premises
• Sensory map

2. Getting to the premises and back
Look at

Think about

Public transport

• Distance to premises
• Different types of transport

Signage / maps /
directions

• Easy to understand
• Well lit
• Contrast

Parking, roadways
and external paths

• Level ground surface
• Trip hazards
• Space
• Distance

Post-visit

• Feedback procedure / follow up survey

3. Entering your premises
Look at

Think about

Entrances

• Steps
• Ramps
• Handrails
• Space
• Doors
• Surface

Signage

• Easy to understand
• Well lit
• Contrast
• Straightforward
• Tactile

Ground surface

• Trip hazards
• Level surface
• Well lit

4. Getting around your premises
Look at

Think about

Welcome and
reception

• Lowered reception desk
• Reachable payment system / different payment
methods
• Friendly trained staff
• Equipment (hearing loop etc.)
• Handout / map with access information (how to
get around, facilities, activities etc.)

Bedrooms

• Lighting
• Equipment (hearing loop, vibrating pillow,
flashing light)
• Space
• Height
• Straightforward and safe to use
• Tactile room numbers

Public areas

• Seating
• Lighting
• Clear signage
• Level ground surface
• Background noise
• Crowd management
• Spacious
• Obstructions
• Boundaries

Kitchen area

• Safe straightforward equipment
• Emergency equipment
• Height
• Space
• Lighting
• Signs / warnings (tactile and visual)

Toilets, washrooms,
bathrooms

• Height (lowered mirror)
• Warning signs (e.g. water temperature)
• Grips
• Obvious exit signs
• Lighting
• Thresholds
• Space

Restaurant

• Audio menus
• Space
• Lighting
• Height
• Thresholds
• Signage
• Background noise

Conference,
entertainment and
banqueting

• Space
• Lighting
• Signage
• Surface
• Height
• Distance

Internal passageways
and corridors

• Thresholds / steps (mark these)
• Lighting
• Space / width
• Ground level surface

Shop

• Space
• Height
• Lighting
• Payment methods
• Lowered desk / counter
• Clear pathways

5. General experience
Look at

Think about

Doors, door handles,
locks on doors
& key holes

• Easy to open doors / automatic doors
• Door handles easy to grip and twist
• Straightforward usage
• Thresholds

Signage

• Easy to understand
• Well lit and tactile
• Contrast

Information provision

• Large print / braille available / tactile information
• Contrast
• Audio as well as visual
• Straightforward / easy to understand

Lifts

• Space
• Give people with physical impairments priorit
• Lighting
• Straightforward to operate
• Clear audio instructions
• Good timing (enough time for people to get
in/out)

Switches, power
sockets, windows,
hairdryers, hooks

• Easy, safe and straightforward to operate
• Obvious to find (larger switches, contrasting
colour)
• Height

Steps / stairs

• Ramps
• Firm handrails on both sides of the stairs/steps
• Visual cue (reflection strips on steps + sign)
• Lighting
• Level steps / no trip hazards

Interior design

• Boundaries (no confusing patterns)
• Comfortable seating
• Contrast in colours
• Ground surface (not too slippery or too soft)
• Lighting
• No unexpected features (lighting / sounds)

Ground surface

• Level
• No thick carpet, not too slippery
• Trip hazards

Visibility

• Written and/or tactile information
• Video
• Emergency warnings (flashlights / vibration etc.)

Crowd management

• Quiet areas
• Space
• Seating

Noise management

• Quiet areas
• Proper acoustics

Next steps | Useful resources
VisitEngland Good Practice Guides
VisitEngland offers a number of good practice guides, which could help you to
understand the things you do well and focus on things you might improve. Click on the
links to access the guides.
Easy does it guide
Listen up! Welcome customers with hearing loss
Take the lead (about assistance dogs)
Autism-friendly tourism guide
Dementia-friendly tourism guide
Top 10 tips on inclusive tourism
Top 10 tips for inclusive hotels
Top 10 tips for attractions
Accessibility: a guide for pubs
Accessibility Champion

Train yourself and your staff to give great customer service
For the vast majority of customers with access needs, the warmth of the welcome and
the friendliness and willingness of the service that they receive are every bit as important
as any special facilities that you might provide.
The good news is that, just by taking this course, you’ve already shown your commitment
to service and started on the journey! But why not go further and sign up for some more
in depth training, to give you and your staff the practical skills and confidence to give
great service to customers with access needs?
Tourism for All offers a range of online customer service courses, accredited by the
Institute of Hospitality and aimed at different job roles, which are available to our
business Partners. And the investment required is small – Partnership costs from only
£150 per year, to make training available to ALL your staff – in comparison to the benefits
that it could bring to the 3 ‘Rs’ of your business – your revenue, your resilience and your
reputation!

Produce an Accessibility Guide
An Accessibility Guide, which you can feature on your website, will give tourists and
travellers with impairments the information they need to help them decide whether your
business will meet their access needs.
VisitEngland and VisitScotland have jointly created an Accessibility Guide toolkit, which will
assist you in planning and creating an Accessibility Guide.

Promote your business through a specialist website
If you find from your tour (and any improvements you make) that your business would be
accessible for at least some customers with access needs of any type or level, then you
should promote your business through a specialist accessible tourism planning website.
Tourism for All’s Travel Planner will bring your business to the notice of tens of thousands
of tourists and travellers with access needs, who are looking to plan holidays and breaks
in the UK – and promoting your business through the site costs from only £180 per year!

Get in touch, we are here to support you!

Further information and advice
We hope we have shown that being accessible is not as daunting as you might have
thought, and that your business might already be more ready than you realised to
welcome customers with access needs!
For further information and advice on any accessibility issues or if you would like to find
out more about Tourism for All and its work, contact us at:

0845 124 9971

info@tourismforall.org.uk

Website: https://tourismforall.org.uk
Travel Planner: https://www.tourismforall.co.uk

Tourism for All's office is in the Lake District.

