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[bookmark: _Toc263435076]Background
[bookmark: InsertionPoint]In September 2007 the Department for Culture, Media and Sport (DCMS) published “Winning: A tourism strategy for 2012 and beyond” which set out a programme of work to improve tourism services for disabled visitors through better training and skills and the provision of accessible facilities and information .
To help achieve these aims DCMS set up the Accessible Tourism Stakeholders Forum for the 2012 Games. The Forum is made up of representatives from central and local government, the tourism industry and charitable organisations. Details about the strategy and the Forum’s work can be found on the tourism accessibility pages of the DCMS website www.culture.gov.uk. 
An integral part of the Forum’s work has been to look at how disabled people view tourism services in England, to better understand their needs and requirements and to address any barriers that discourage or prevent disabled people from accessing those services
To take this work forward the Forum asked Quality Fieldwork and Research Services - an independent accredited market research organisation with extensive experience in working with the public sector, and experience in working in the Third Sector- to undertake an on-line survey of disabled people during December 2009 through to the end of February 2010. The survey asked for views about the service provided by accommodation and attractions, transport to accommodation and attractions, and information provision.
The survey was fully compliant with W3C Web Content Accessibility Guidelines and the software used to create and host the online questionnaire (Snap) is fully compliant with all Priority 1 (level A) checkpoints and - dependent on content -, can also satisfy priority 2 and priority 3 (AAA compliance). The option of completing the survey by post was offered but all completed the questionnaire on line.
A number of organisations representing the interests of disabled people agreed to notify their members, or readers, about the survey and/or post a link on their web site. The co-operation of those organisations is acknowledged with thanks.
A total of 340 people responded to the invitation to give their views.  These included those with:
Mobility impairment (wheelchair user)					57%
Mobility impairment (non-wheelchair user)					20%
Blind or partially sighted							5%
Deaf or hard of hearing							21%
Learning disability								3%
Long term illness such as HIV, multiple sclerosis or cancer		16%
Mental health condition such as depression or schizophrenia		10%
Long standing health condition or disability not covered above[footnoteRef:1]		23% [1:  87% of this ssample also stated that they had one or more of the specific disabilities in the list. ] 


This report gives an overview of the findings from the survey and sets out a number of recommendations. Detailed information about accommodation, attractions and transport can be found in separate reports published simultaneously with this overview.




[bookmark: _Toc263435077]Summary of findings
Overnight trips made by, or accompanied by, someone with a health condition or impairment contributed almost £2bn to the English domestic visitor economy in 2009; 11.28 million trips were made accounting for 11% of all overnight domestic trips[footnoteRef:2]. There is the potential for this to grow, but this will depend on the tourism industry improving facilities and customer service to welcome disabled people.  [2:  United Kingdon Tourism Survey (DCMS)] 

The survey shows that a high proportion of disabled people are very satisfied with the level of service provided by accommodation providers and attractions and many return to the same accommodation more than once. But it also revealed that:
Information is not always accurate – a major complaint is a lack of understanding regarding the actual practical needs of a disabled person; and that
many involved in the provision of services consider that they are meeting the needs of disabled people in terms of accessibility and information when in fact they are not meeting those needs.
The results from the survey are below.

ACCOMMODATION 


General: 

Seven out of ten people in the sample have stayed in a Hotel or a Motel in England in the last 12 months[footnoteRef:3] with Self Catering accommodation and Bed and Breakfasts/Guest Houses also being popular choices. [3:  A report on the provision of tourism services in London commissioned by the LDA in February 2010 “Is London Ready to Welcome Disabled Visitors?” found that large businesses in London, particularly in the hotel sector, have actively supported the introduction of access and have identified the business opportunity to be had from tapping into the disability market but that small businesses have advanced little since the introduction of the DDA in 1995.] 

Two thirds of those who have used accommodation in the last 12 months mentioned Hotel or Motel as being the type of accommodation stayed in on the most recent occasion.
Half have stayed at the same accommodation more than once in the last 3 years. This applies most to B&B/Guest Houses.

Importance and Satisfaction:

Aspects of the accommodation itself, in terms of accessibility and helpfulness of staff, are of most importance. Information about the accommodation and the surrounding area are also very important.
All ‘satisfaction’ levels with services and facilities provided did not match the ‘importance’ attached to them. For instance, 68% of the sample thought information was extremely important and yet only 50% rated it as excellent or good when they arrived. This suggests that needs are not being met.

Barriers:

Not being able to easily source suitably accessible accommodation and a  lack of information about accommodation are the key factors which have discouraged the sample from taking an overnight trip in the last 12 months[footnoteRef:4].When information is sourced it is often not accurate and demonstrates a lack of understanding of real requirements. [4:  The LDA survey mentioned in footnote 2 found that small businesses in London were still viewing the Disability Discrimination Act (DDA) as relating solely to wheelchair access and cited the cost of installing facilities as not being justified by demand. Conversely, the quality of information on business websites is patchy and as a consequence of under marketing disabled facilities business often find their facilities under used – a vicious circle] 



ATTRACTIONS


General:
At least half of the sample has, in the last twelve months, visited Historic Houses, Gardens, Museums or Art Galleries and/or Country Parks. 
A wide variety of different types of attraction are likely to be visited over the course of a year.
The most recent visit made is most likely to have been to a Museum/Art Gallery or an Historic House/Building.

Importance and Satisfaction:

Accessibility of the Attraction and Information available prior to the visit being made is of most importance[footnoteRef:5]. [5:  See footnote 3] 

The importance that disabled people attach to services falls well short of satisfaction levels, particularly so in relation to public transportation to the attraction.

Barriers:

-Half of this sample has been discouraged from visiting an attraction in the last 12 months. The most cited factor was lack of information about the accessibility of attractions.


TRANSPORT


Overnight Breaks:

By far the most common mode of transport to the most recent venue for an overnight break is by private car, used by 7 out of 10 respondents. This may reflect the general trend of using cars for leisure purposes[footnoteRef:6], a lack of accessible public transport, or the need to use a car because of a specific disability. [6:  75% of all trips in England were made by car in 2008] 

A significant number travelled by train (17%) with almost half of those travelling to Greater London using trains.
There is a shortfall between perceived Importance and Satisfaction drawn from experience. This shortfall is much more pronounced amongst those who use public transport.

Attractions:

By far the most common form of transport used to get to to the attraction visited most recently is private car, used by 7 out of 10 respondents.
There is a slight shift away from the use of trains to use of buses when visiting an attraction (as opposed to going to accommodation).
A quarter (25%) used some means of public transport when visiting an attraction, over half (56%) when visiting an attraction in London.

Findings common to both 

There is a shortfall between perceived importance and satisfaction drawn from experience. This shortfall is much more pronounced amongst those who use public transport.
‘No public transport to the venue’, ‘Lack of suitably accessible public transport’ and ‘lack of information about public transport’ can be discouraging.

ACCESS STATEMENTS

· Two thirds of respondents stated that they understood the term “Access Statement”
· Almost half stated that they had noticed an increase in the provision of this information by accommodation providers
· Almost half stated they have read an access statement
· Of those who have read: eight out of ten stated that the information was useful
· Over half of those who had read an accesses statement stayed or visited the venue where they had seen the statement
· More detailed and specific information is requested, but:
· Two thirds of those who had read a statement said that it was accurate

Children
The questionnaire did not specifically ask for information about children under the age of 16 but comments made by two people about attractions in the age range 16 – 24 suggests that this could be an area  to explore in more depth. Many families are likely to want to have a holiday or a day out with disabled children which may pose particular challenges.

A person with a learning disability:
Some attractions ask for a letter from the doctor to say that my mum or dad is my carer – why? Whoever is with me helps me. What if we got the letter saying it was mum and she didn’t go?

A person with a son with a learning disability
I need to know that my son can cope with the heat and noise of the place and that there is access to drinks to help calm him down.

[bookmark: _Toc263435078]Reducing the gaps in service
The survey showed that levels of satisfaction fall well short of importance in a number of areas. 
It is unlikely that the gaps will ever be entirely closed. What people want and what can actually be provided may never entirely match, but where gaps are large it should be possible to bring them closer together through better service, better communication of what is being provided and better awareness of disabled people’s needs.
This section takes a closer look at the gaps.

THE GAPS

Importance vs satisfaction 
(scores on a scale of 1 – 5 where 5 is extremely important/excellent; 4 is important/good; 3 is neither important or unimportant; 2 is unimportant/poor; and 1 is extremely unimportant/very poor)

Accommodation 













This graph demonstrates that:
Accessibility of the accommodation itself is of most importance but information about the accommodation and the surrounding area are also important. 
Helpfulness of staff at the accommodation returns the highest score for satisfaction.
Respondents are least satisfied with the availability of information about accommodation prior to visit. All satisfaction levels fall well short of importance

Attractions













The graph shows that:
The accessibility of the attraction and information available prior to the visit being made are of most importance
All satisfaction levels fall well short of importance


Public Transport 

























These graphs show that:
For accommodation, aspects surrounding public transport carry the lowest of all satisfaction scores although these aspects are not as important to the sample.
For attractions, satisfaction levels fall well short of importance.


Summary of gaps between importance and satisfacion













TheThe values on this chart are the gaps - which are negative values where satisfaction is lower than importance. It shows that information and accessibility of public transport to attractions shows the highest negative gap although these are not such strong issues when related to accommodation. The availability of information and accessibility of the venues shows very similar negative gaps between range of importance and rating of satisfaction.

Access statements
 It is clear from the consultation that most (67%) disabled people understand what access statements are and the majority (78%) said the information was useful. 
Well over half (59%) of those who had read an access statement stayed at or visited the venue where they had seen the statement and two thirds (66%) considered the statement accurate. A number of wheelchair users commented, however, that more detailed and accurate information would be useful.
Almost half of respondents (47%) had noticed that this information was more available, out of which 5% noticed a large increase and 42% a moderate increase. Given the importance of information, access statements could be used increasingly to help address this need,.



[bookmark: _Toc263435079]Comments from the survey
Below are a selection of comments made by those who completed the survey which highlight some of the barriers that disabled people face when accessinig tourism related services.

 A particular problem is that information is incorrect, for example accessible room accessed by steps or narrow corridors; lifts not large enough to take a wheelchair and helper; access via rear door rather than front door; staff not interested; disable rooms situated in least favourable position in hotels such as next to lift motor rooms, laundry rooms, bar entrances – all very noisy
Comment from a wheelchair user

My son has learning difficulties and has behaviour that some people find hard to understand including loud vocalisations. Finding somewhere where they can cope with that in accommodation with others is difficult. It also means that if we use a hotel we have to share a room with him and many hotels object to three adults sharing.
Comment from a mother of a child with a learning disability

The booking personnel do not know what I am talking g about when I request an accessible room, often just referring to a single hand rail being available. I often require a walk in shower.
Comment from a mobility impaired person

I received no response when I made several enquiries about access, car parking, travel etc for disabled people
Comment from someone with a mobility impairment about an attraction

Staff are often not fully aware of difficulties experienced by wheelchair users for example narrow gaps between tables in cafes and shops. Gravel paths are absolutely of no use to a wheelchair user
Comment from a wheel chair user
The main problem is if you don’t use a private car. Public transport is extremely difficult especially in my case where I have only been in a wheelchair for a relatively short period. I am sure that expert users can get their wheelchairs almost anywhere but for the novice like me or elderly or more seriously disabled it is a nightmare – therefore you stay at home!
Comment from a wheel chair user
[bookmark: _Toc263435080]Recommendations
As a result of these findings the Forum recommends that the following action should be taken to help to reduce the gaps:

Recommendations
1. [bookmark: _GoBack]The results of the survey should be drawn to the attention of accommodation providers and attractions so they are better informed about what disabled people expect and so that they can consider how the gaps between importance and satisfaction in terms of information provision, service provision and training can be reduced. The Forum will do this:
0.  Through its own membership. The Forum has members from the main hospitality trade bodies, organisatioins representing disabled people, local and regional government, and individual businesses, 
0. To the RDAs through VisitEngland’s Regions Access Action Group
0. Other organisations likely to have a direct interest such as the English heritage Broadening Access group and the Heritage Alliance.
1. The key findings should be used to strengthen the fuller Business Case[footnoteRef:7] that the Forum aims to produce in September to demonstrate the economic potential of providing services for disabled people. [7:  An interim business case was published By DCMS on behalf of the Accessible Stakeholders Forum in January 2010. Accessible tourism: Making it work for your business] 

1. The training sub group of the Forum should consider if the key findings can be used to inform the disability awareness content of  training programmes and how this might be achieved. 
1. The results of the survey should be shared with organisations representing the interests of disabled people that helped to promulgate the survey.  In doing so the Forum should explore with those organisations representing the interests of disabled people how tourism businesses can better understand the needs of their members (in particular those with mental health and learning difficulties), how that might lead to providing a better service, and how that information can be passed on to businesses.
1. Consider how the findings can best be used to help transport operators provide a better service, including liaison with Department for Transport and the transport representatives on the Forum.
1. Comprehensive, accurate, and readily available Access Statements have an important role in informing disabled people of facilities that are available and businesses should be encouraged to produce them.
1. The survey should be re-run in 3-5 years time to enable trend analysis and to monitor progress.
1. Consider the feasibility of conducting a survey/study of the needs of disabled children at tourist accommodation and attractions, if holiday trips pose particular difficulties for families, and how the results of such a study could help businesses provide appropriate facilities.



Satisfaction	
Accessibility of the destination and surrounding area 	Availability of information prior to visit	Helpfulness of staff at accommodation	Accessibility of accommodation	3.4899999999999998	3.2800000000000002	3.8499999999999988	3.58	Importance	
Accessibility of the destination and surrounding area 	Availability of information prior to visit	Helpfulness of staff at accommodation	Accessibility of accommodation	4.34	4.38	4.5199999999999996	4.59	


Satisfaction	
Availability of information prior to visit	Usefulness and detail of information  available prior to visit 	Accessibility of attraction	3.42	3.3899999999999997	3.67	Importance	
Availability of information prior to visit	Usefulness and detail of information  available prior to visit 	Accessibility of attraction	4.46	4.5199999999999996	4.6599999999999975	


Satisfaction	
Information about accessible public transport to accommodation 	Accessibility of public transport to accommodation	2.8899999999999997	3.24	Importance	
Information about accessible public transport to accommodation 	Accessibility of public transport to accommodation	3.74	3.62	


Satisfaction	
Information about accessible public transport to attraction	Accessibility of public transport to the attraction	2.4899999999999998	2.2999999999999998	Importance	
Information about accessible public transport to attraction	Accessibility of public transport to the attraction	3.64	3.57	


Attraction	
Accessibility of the attraction/accommodation	Availability of information	Information about accessible transport	Accessibility of public transport	-0.99	-1.04	-1.1499999999999961	-1.27	Accommodation	
Accessibility of the attraction/accommodation	Availability of information	Information about accessible transport	Accessibility of public transport	-1.01	-1.1000000000000001	-0.85000000000000064	-0.380000000000001	
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