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Foreword

ISO (the International Organization for Standardization) is a worldwide federation of national standards
bodies (ISO member bodies). The work of preparing International Standards is normally carried out
through ISO technical committees. Each member body interested in a subject for which a technical
committee has been established has the right to be represented on that committee. International
organizations, governmental and non-governmental, in liaison with ISO, also take part in the work.
ISO collaborates closely with the International Electrotechnical Commission (IEC) on all matters of
electrotechnical standardization.
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Introduction

Tourism is one of the fastest growing sectors of the global economy. At the time of writing, there
are around 1,4 billion people travelling the world and the sector is responsible for 1 out of 11 jobs
worldwide. However, travelling can be a challenging process throughout the entire tourism supply
chain for the 15 % of the world's population who live with some form of disability and people with
access requirements.

An improvement in accessibility in the tourism sector would equally benefit elderly people, in particular

considering that the
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ers within the tourism sector and in many destinations. When searching for|suitable

service or the destination facility. This situation can be improved withjmore consistg
lards and better training of tourism professionals.

e documents exist (e.g. codes, standards and guides) which dutline the recommen
rements for some of the key aspects of accessibility in different environments and s
ion). In addition, there are also standards which refer toJyiversal Design for transp
vork environments without taking into account the core/aspects of travel and touris
xisting standards present gaps and can differ between countries and even betwe
ns within the same country. This can create unrealistic expectations about the acq
ces and facilities that the visitor is expecting to find at the destination.

studies of accessible tourism have shown that one of the major difficulties for the
hndards is the lack of knowledge among tourism providers about the existing tools §
ions. There is a lack of information on_where to find guidance and there can be c

are no available standards. Furthermore, tourism providers face difficulties in knoy
bed in situations for which no International Standards have been adopted yet.

public sector has a responsibility to promote universally accessible tourism er
services for citizens and,visitors. This can be achieved by establishing procedure
sibility for every project that receives public funding. It is estimated that public g
s up between 15 @,and 20 % of global GDPY. Thus, public authorities can show 14
sm developmentby requiring Universal Design in public procurement tenders and wh
racts for infrastructure, buildings, transportation and equipment. In this way - W

sm suppliers will be encouraged to create accessible tourism environments and destir
ring henefits to visitors, businesses and local communities.

enitly there is a relatively low supply of accessible services in the tourism supply chai

hnd cultural
venues and
sm services, it can be difficult to find clear and accurate information on’/the accessibility of the
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al Standard

will assist travel providers and their suppliers in addressing their current accessibility provisions.

This aspirational document sets out best practice requirements and recommendations. It is possible
that for some travel providers in some settings, meeting these requirements will be a disproportionate
or undue burden, in which case these travel providers will possibly not be able to apply this document.

A mapping exercise has been completed to inform the development of this document.
This document takes into account the following aspects:

a) Core requirements and recommendations (applicable to all stakeholders) dealing with design of
services, information and communication, training and built environment.

1) https: rowth/single-market/public-procurement_en

ec.europa.eu
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b) Separate clauses for different types of stakeholders:

— policies and strategies for the public sector;

— transport;

— urb

an and rural tourist spaces;

— leisure activities;

— MICE (meetings, incentives, conventions and exhibitions);

— acc
— foo

— tou

— nationa
nationa

regulat
manage

— travel and tourism industry stakeholders [investors in destinations and tourism industry, t

and tou

transpdrtation, accommodation, tour operators and\travel agencies, transport manufactuy

hospita

— enterpr
the exe
of supp
profess

— tourism

— end use

prTModation;
l and beverage services;

- operators and travel agencies.

or regional public administrations [including national tourismadministrations (N

ry frameworks, organizations or professionals working'in the field of cultural her
ment and protection);

Fism businesses, especially small and medium enterprises (SMEs) across the tourism s¢

ity and catering, other tourism providers and trade associations];

jses and organizations from the support sectors: for example, companies entrusted
Cution of construction works withihrdestinations, architects, developers and prom
ort tools and services for peopléswith specific access requirements, and compani
onals operating in the area of information and communication technology (ICT);

destinations;

s (i.e. tourists and theylecal population with or without specific access requirements).

This docun:lfnt is addressed to a wide range of stakeholders in order to cover thexwhole accegsible
tourism valyie chain:

TAs),

or regional tourism promotion boards, destination management organizations (DMOs),
municipalities, public entities in charge of infrastructure polices,.dévelopment and legislati

e or
itage

ravel
ctor:
rers,

with
bters
PS Or
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Tourism and related services — Accessible tourism for all

Requirements and recommendations

1 Scope

This document establishes requirements and provides guidelines for “accessible tourism for all” with

the afmrofemsUTing TeqUal access amd enjoy et Of tOUTTSIT by the WideSt Tange of peopie of

abilif

This
prod
whet]

NOT]H
and 1
servi
their

2

The
cons
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IEC 6
Systq

L

3
For t

ISO 4

ies.

document provides information on the key aspects of policy making, strategy, inf]
ucts and services and is addressed to all stakeholders involved in the teurism si
her from the public or private sector. It applies at local, regional, national.and internat|

Stakeholders include, but are not limited to, public administrations, acCommodation sery
estaurant services, transport, tour operators and travel agencies, MICE-and leisure activiti
Ce providers from other economic sectors related to tourism, travel anid destination managem
contractors and suppliers.

Normative references

following documents are referred to in the text im, such a way that some or all of t
[itutes requirements of this document. For dated references, only the edition cited
ted references, the latest edition of the referenced document (including any amendme

0118-4, Electroacoustics — Hearing aids —Part 4: Induction-loop systems for hearing aid
m performance requirements

[erms and definitions
he purposes of this docuntent, the following terms and definitions apply.

nd IEC maintain terprinological databases for use in standardization at the following g

SO Online browsing platform: available at https://www.iso.org/obp

EC Electrop€did: available at http://www.electropedia.org/

ksibility

1o whlch products systems, services, environments and facilities can be used by p¢

all ages and

rastructure,
ipply chain,
ional levels.

ices, catering

bs, as well as
bnt, including

neir content
applies. For
hts) applies.

purposes —

ddresses:

bople from a

goals in identified contexts of use

Note

1 to entry: Context of use includes direct use or use supported by assistive technologies.

[SOURCE: 1SO 9241-112:2017, 3.15]

3.2
acce

ssible guest room

fe identified

room that has specific characteristics that allow accommodation for persons with disabilities and that
facilitates independence, comfort and a safe environment

© ISO
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3.3

accessible tourism

tourism that involves a collaborative Universal Design (3.19) process with stakeholders that enables
people with access requirements, including mobility, vision, hearing and cognitive dimensions of
access, to function independently and with equity through the delivery of accessible products, services
and environments

3.4

accessible tourism observatory
monitoring body that carries out systematic, timely and regular analysis of the tourism sector’s
performance in terms of accessibility (3.1) with a view to the continuous improvement of accessible
tourism poljcies and strategies

3.5

alternative
multiple me
different w3

format
ans of presentation
ys of presenting information

Note 1 to entty: Providing different ways of manipulation and control can improve the dccessibility of systgms.

Note 2 to entfy: Alternative formats ensure equal access to the information for the‘ser.

3.6
assistance
dog specific
disability

log

hlly trained by professionals to perform tasks to mitigate the limitations of a person with a

Note 1 to enfry: There are three recognized categories of assistance dog: guide dogs, hearing dogs and sqrvice

dogs for perspns with disabilities (see https://assistancedogsinternational.org/).

Note 2 to entfy: Other type of animals can sometimes be assimilated in this category.

3.7

destination management organization

DMO

leading organizational entity which _&an" encompass the various authorities, stakeholders| and
professionals and facilitates tourism sector partnerships towards a collective destination vision

Note 1 to enfry: The governance stfuctures of DMOs vary from a single public authority to a public or pfivate
partnership [model with the kef~1ole of initiating, coordinating and managing certain activities sugh as
implementat{fon of tourism palieies, strategic planning, product development, promotion and marketing and
convention bpreau activitiest

Note 2 to entry: The functions of DMOs can vary from national to regional and local levels depending on the

current and

destination hias a, DMO.

[SOURCE: United Nations World Tourism Organization (UNWTO), UNWTO Tourism Definitions, avai

otential\eeds as well as on the decentralization level of public administration. Not every tofirism

lable

at https://w

ww.e-unwto.org/doi/pdf/10.18111/9789284420858]

3.8
disability

physical, mental, intellectual or sensory impairments (3.10) which in interaction with various barriers
can hinder a person’s full and effective participation in society on an equal basis with others

[SOURCE: United Nations Convention on the Rights of Persons with Disabilities, Article 2, available

at https://www.un.org/development/desa/disabilities/convention-on-the-rights-of-persons-with
-disabilities.html]
2 © IS0 2021 - All rights reserved
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3.9

hearing enhancement system

piece of equipment, product system, hardware, software or service that is used to increase, maintain or
improve listening capabilities of individuals with hearing impairments

Note 1 to entry: Hearing enhancement systems amplify audible communication and can be helpful to people who
have hearing loss. They include a direct wire system, an induction loop system, an infrared system or a radio
frequency system. All of these systems transmit a signal. Special-purpose receivers are required for infrared and
radio frequency systems, while hearing aids equipped with a T-switch can receive the signal from an induction
loop system. Receivers can be equipped to be compatible with hearing aids.

[SOURCE: ISO 21542:2021, 3.14]

3.10
impairment
limitption in body function or structure such as a significant deviation or loss which‘can b¢ temporary
or pgrmanent, slight or severe and can fluctuate over time

[SOURCE: ISO 21542:2021, 3.16]

3.11
organization
person or group of people that has its own functions with responsibilities, authorities and relationships
to achieve its objectives

Note [l to entry: The concept of organization includes, but is notlimiited to, sole-trader, company, corporation, firm,
enterjprise, authority, partnership, association, non-governmental organisation (NGO), charity or ipstitution, or
part ¢r combination thereof, whether incorporated or not;public or private.

[SOURCE: IS0 9000:2015, 3.2.1, modified — Noteslito entry has been modified and Note 2 [to entry has
been|deleted.]

3.12
partjcipation
person’s involvement in a life situation

[SOURCE: WHO, International Classification of Functioning, Disability and Health (ICF), 2021]

3.13
reaspnable adjustment

reas¢nable accommodatien
necepsary and apprepriate modification and adjustments not imposing a disproportionate or undue
burden, where needed in a particular case, to ensure that persons with disabilities enjoy orf exercise on
an equal basis-with others all human rights and fundamental freedoms

Note [l to entry: In order to avoid confusion, reasonable adjustment is the term used in this documept.

[SOUREE: United Nations Convention on the Rights of Persons with Disabilities, Article|2, available
at https://www.un.org/development/desa/disabilities/convention-on-the-rights-of-persons-with
-disabilities.html, modified — 'reasonable adjustment' is now the permitted term.]

3.14
requirement
need or expectation that is stated, generally implied or obligatory

[SOURCE: ISO 9000:2015, 3.6.4, modified — Notes to entry removed.]
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3.15

resting area

non-supervised area designed to accommodate persons who need to rest and relax during a tourism
activity

Note 1 to entry: This type of area is intended for people who need to take medication, those who have chronic
pain or fatigue or people with autism, Asperger syndrome or epilepsy who need to relax and calm down for a
while. This area is not intended for the treatment of people with illness or other conditions that possibly require
medical attention.

3.16
stakeholde
individual, group, organization or authority involved in the accessible tourism (3.3) value chain

Note 1 to entfy: Stakeholders can be grouped into the following major categories:

— nationalfor regional public administrations [including national tourism administrations\(INTAs), national
or regional tourism promotion boards, destination management organizations (DMQ$), municipalities,
public entities in charge of infrastructure polices, development and legislative or regulatory frameworks,
organizdtions or professionals working in the field of cultural heritage managemerit and protection];

— travel and tourism industry stakeholders [investors in destinations and tourism industry, travel and toyirism
businesdes, especially small and medium enterprises (SMEs) across the tourism sector: transporthtion,
accommpdation, tour operators and travel agencies, transport manufacturers, hospitality and catg¢ring,
other tofirism providers and trade associations];

— enterprifes and organizations from the support sectors: for eexample, companies entrusted with the
execution of construction works within destinations, architectsydevelopers and promoters of support{tools
and servjices for people with specific access requirements, aind‘companies or professionals operating |n the
area of information and communication technology (ICT);

— tourism|destinations;
— end users (i.e. tourists and the local population witlr or without specific access requirements).

3.17
tourism destination
physical space with or without administrative and/or analytical boundaries in which a visitor can
spend an ovlernight, consisting of aelustering or co-location of products and services and of actiyities
and experiehces along the tourism value chain and a basic unit of analysis of tourism

Note 1 to entfy: A destination incorporates various stakeholders and can network to form larger destinatigns. It
is also intangible with its imagéeand identity, which can influence its market competitiveness.

[SOURCE: United Nations:World Tourism Organization (UNWTO), UNWTO Tourism Definitions, available
at https://www.e-urtwto.org/doi/pdf/10.18111/9789284420858]

3.18
Universal Désign
design of products, environments, programmes and services to be usable by all people, to the greatest
extent possible, without the need for adaptation or specialized design

Note 1 to entry: Universal design shall not exclude assistive devices for particular groups or persons with
disabilities where this is needed.

Note 2 to entry: Terms such as Universal Design, accessible design, design for all, barrier-free design, inclusive
design and transgenerational design are often used interchangeably with the same meaning.

[SOURCE: United Nations Convention on the Rights of Persons with Disabilities, Article 2, available
at https://www.un.org/development/desa/disabilities/convention-on-the-rights-of-persons-with
-disabilities.html]
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usability
extent to which a product can be used by specified users to achieve specified goals with effectiveness,
efficiency and satisfaction in a specified context of use

[SOU

3.20
verb
soun

RCE: I1SO 9241-210:2019, 3.13, modified — Notes to entry removed.]

al communication
ds and words used by somebody to communicate a message to someone else

4

4.1

4.1.1

The
toget
reley

EXAN
indic

Tour]
accey

In ad
such

— Jpolicies and strategies for the publicsector;

— 1

— 1

q

— flood and beverage services;

— 1

— :Lrban and rural tourist spaces;

jccommodation;

Core requirements and recommendations
General

General consideration

Fequirements and recommendations of Clause 4 are applicable tg-all tourism servic
her with those requirements and recommendations established\for the specific ac
ant clause of this document.

PLE A restaurant will conform to the common requiréments of Clause 4 plus the
hted in Clause 11, the specific clause relevant to restaurant services.

jsm service providers shall make the necessary changes in order for their offer to be i
sible for all, taking into consideration the principleof reasonable adjustment.

dition to this core clause, this document in¢ludes specific clauses for tourism servic
as but not limited to:

ransport;

isure activities;

VICE;

our,operators and travel agencies.

It is important that the whole tourism value chain is accessible.

e providers,
[ivity in the

requirements

hclusive and

e providers,

4.1.2 Legal requirements

The tourism service provider shall:

a) i

dentify the legal requirements applicable to the services offered;

b) determine how these requirements apply to the services offered;

c) ensure that these applicable legal requirements are taken into account when offering its services.

NOTE Data protection regulation is relevant when collecting and sharing information provided by the
tourist.
© IS0 2021 - All rights reserved 5
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4.1.3 Specific consideration

If a person with a disability is accompanied by an assistance dog (or other service animal depending
on jurisdiction), the provider of goods or services shall ensure that the person is permitted to enter the
premises with the animal and to keep the animal with them, unless the animal is otherwise excluded
by law from the premises. Whenever the destination country does not have a legal requirement for
allowing assistance dogs to enter premises, the policy of the tourism service provider about guidance
and assistance dogs and other pets should be indicated at the entrance and other formats of customer
communications.

In the entrances of places where leisure activities are undertaken and in other spaces where people

wait, priorif]
difficulty in

4.2 Desig

4.2.1 General

Tourism sej
experience
can result i
the needs o
the chain is

This means
involving cu
of the journg
of customer

The empha
addresses ¢
upstream a
customer.

Tourism prd
(see Annex /

4.2.2 Pro
The design
a)

take in
persong

b) be prov

yaccessshoutdbegivertopeoptewithreduced-mobitity amdany other reedstiator
waiting (e.g. people on the autistic spectrum, people with mental health problems}.

n of accessible services

se a Universal Design approach in the processes to be inclusiveand accessible for all,
a gap analysis (i.e. identification of the weakest link) of the supply chain which iden
F diverse customers with respect to the kind of disabilityorimpairment they have -
not stronger than its weakest link for the tourist with disabilities.

that all the “touchpoints” of customer service should®e'accessible, from the initiation g
stomer information and booking or reservation pracesses to the preparation and exec
by, the design and organization of services offered at the venue and the overall manage
relations.

5is on designing accessible services is~to ensure that, firstly, each supplier adequ|
ustomers’ access requirements and, secondly, that suppliers cooperate with each d
hd downstream in the value chainf_to deliver an unbroken chain of accessibility fo

ducts and services should be'designed in accordance with the Universal Design pring
\) and guidelines (see Apnex B).

duct development
f accessible touniSm services shall:

o account\the various access requirements that meet the needs of tourists, incly
with disabilities;

dedin an equitable way or through reasonable adjustments where necessary;

ate a

vice providers should adopt a holistic approach, ensuring thatCall”parts of the tourist

!

This
tifies
since

hase
1ition
ment

ately
ther,
r the

iples

1ding

<)

take into account the safety and security of users.

Accessible tourism services should:

hearing

NOTE

allow flexibility and choice;

loops)

be available without surcharge wherever reasonable.

Providing a paid service can be better than providing no service at all.

be in sufficient supply for the number of customers (e.g. accessible menus, accessible areas in venues,
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4.2.3 Access plan

The tourism service provider shall ensure that accessibility is an integral feature of their customer
service action plans and, where applicable, strategic plans or strategy statements by:

a)

b)

The
plan$ and customer service plans for venues and activities within its ownership,~mar
control, to which the public has access.

4.2.4 Monitoring, evaluation and continual improvement

The {

The monitoring system should include the following measures:

a)
b)
c)
d)
e)

The fourism service provider should corsult with and involve people with a wide range of
needs, stakeholders and accessibility consultants when reviewing and evaluating their s
accegs audit) in order to capture diverse needs and to best identify the different barriers to
that

4.3

4.3.1 General requirements

This|subclause ‘outlines requirements and recommendations that facilitate accessibility
and
understood-and used by tourism customers.

Sincg communications can employ multiple channels, tourism service providers shall ens

ensuring that front line staff are given disability awareness training to enable them to provide

appropriate information and assistance to people with disabilities;

identifying the barriers to accessibility that can be experienced during the visit and along the
journey sequence (e.g. by using tools such as access audits of their venues and activities) and

highlighting these barriers in their pre-visit information available to the public.

fourism service provider should develop an access plan and integrate accessibility. i

¢onsistent, regular collection and evaluation of information;

dccuracy of information collected;

fevision and correction procedures as part of rotifiiie maintenance and review;
¢omplaints-handling procedures in place;

fewards and awards systems, where available.

hould be addressed along-the tourism supply chain.

Information and communication

serviceswthrough the provision of information and communications that can be easi

nto its work
agement or

ourism services provider shall review and evaluate services, allowingfor continual improvement,
basefl on the experience of customers and staff.

hccessibility
ervices (e.g.
hccessibility

of products
ly accessed,

ure that the

messages are nonetheless equivalent and consistent and, in particular, that they are maintained. When
referring someone to further information, the means of accessing the information should be easily
achievable.

Information provided shall:

a)
b)

)

d)

be clear and concise;

be up-to-date and reliable;

be available in different formats including alternative formats (e.g. not only in the form of text but

also in audio, Braille or other formats);

indicate if there is further information available;
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e) be free of charge.

All information should be in conformity with the Universal Design principles and guidelines (see
Annexes A and B to assess conformity with these principles).

Tourism ser

vice providers shall:

offered within the general tourist information;

identify communication channels general and/or specific to tourists with disabilities;

ensure the availability of information about the accessibility of their own facilities and services

make tH
interms

indicatg
tourism
email, a

NOTE
human ¥
impairm

provide
touristg

set up {
servicey

ccessible online forms, accessible download forms).

€ information about the accessibility of facilities and Services available to relevant staf
diaries;

in customer information, such as advertising material, whether it is possibleto eontac
service provider; the means of contact shall be accessible and usable by all{(e.g. text, f]

CAPTCHA (completely automated public turning test to tell computers and humans apart
berification bots (build, operate and transfer) pose significant barri€r$ to persons with Y
ent to communicate on automated systems.

accurate, descriptive data on the accessibility of the facilities and services advertise
with disabilities, in order to properly inform and facilitdte'the desired booking.

and facilities.

Tourist inf
available s
facilities foq
veterinary (
assistance.
Specific req
— written

face-to-

digital (|

mation centres and tourism destinations shoeuld provide information regarding Iqg
port services for tourists with disabilities’ As a general rule, support services ing

linics for assistance dogs and specialized medical care providers, pharmacies and per

lirements apply for information provided using or through:
communication (4.3.2);

face, telephone and video communication (4.3.3);

4.3.2 Written commuhnication

f and

t the
QX or

and
risual

d for

ransparent complaint-handling procedures regarding any failures in the accessibility of

cally
lude:

the repair, hire and replacement of prosthetics or prosthesis and assistive products;

tonal

i.e. electronic andweb-based) communication (4.3.4), as laid out in the following subclauses.

Written compmunication (e.g. brochures, menus, bills, image-based text, graphics, symbols and signage)

should:

a)

use

use

omi

use

use plaimtanguage; tonsidering the fottowing:

useful headings to break up the text;

provide clear and concise content;

explain abbreviations and acronyms used;

short, simple words;

write short sentences and paragraphs;

tunnecessary words;

the same term consistently for a specific thought or object;
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j)
k)
D)

4.3.3 Face-to-face, telephone and video communication

4.3.3.1 General

Wheh engaging.with customers via face-to-face, telephone and video communications, tou
provjders shallbldommunicate in plain language.

Tourfsmyservice providers shall ensure that the information is delivered through different
writfen,visual and acoustic), see 4.3.3.4 to 4.3.3.6 as applicable.

IS0 21902:2021(E)

— avoid legal, foreign and technical jargon;

— cover only one topic in each paragraph;

— use examples;

— use lists, where appropriate;

— use tables to make complex material easier to understand, where appropriate.

give relevant information in the logical sequence;

rovide customers with a simple way to get further clarification;

se images, illustrations or photographs where appropriate;
se graphical symbols;

OTE Graphical symbols are standardized by ISO/TC 145 and its subeommittees, whose kg
re ISO 7000, ISO 7001 and ISO 7010.

indicate the option to receive the information on the display board through other
information transmitted via Bluetooth, WiFi, 3G or IR to a.fobile device);

se affirmative phrases rather than negatives;

yrite text in lower case with the corresponding capital letters and the minimum spac
yords being equivalent to the space occupied by a'capital letter;

display text in readable fonts, sans serif (e.g»Verdana, Arial) and with appropriate size
qvoid italic letters, underlining, justified-text and text using only capital letters;

Wise colour contrast (i.e. using different and contrasting colours between the back
the written words), on a solid background (i.e. without images or watermarks), fd
fecommendations set in Annex C.

y documents

Hevices (e.g.

ng between

oround and
llowing the

rism service

means (e.g.

4.3.3.2 Face-to-face communication

Effective non-verbal communication and verbal communication contribute to a better service for all
customers.

When engaging in verbal communication (e.g. conversations, presentations, speeches, voice recordings,
sound-based signals such as alarm announcements and public announcements), tourism service
providers should:

a)
b)

communicate verbally in clear language;

speak slowly and clearly;
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4.3.3.3 Telephone and video communication

offer the option of written communication (i.e. using a paper and a pen) for those who cannot hear
or speak;

give relevant information in the logical sequence;

support customers in easily accessing, understanding and using this information;
listen carefully to what customers say;

confirm that customers have understood the information given;

provide a good acoustic environment (i.e including construction, materials and technical
equipmpnt];

limit bagkground noise;
provide|good lighting so that gestures and facial expressions can be seen clearly;

offer tifanslation from the verbal information into sign language when meeded (e.g. public
presentptions or speeches);

understiand the ways in which the body communicates non-verbally.
NOTE Non-verbal communication refers to the ways the body commuuicates through gesture, posture,

appearahce, eye contact, physical contact, facial expression, proximityyotientation, written communidation
and attire.

When engaging in telephone and video communications (&:g. telephone calls, video calls), in additipn to

4.3.3.2, tourjism service providers should:

a)

b)

promote the use of captioning, subtitles or both-in recorded videos to improve communicatign for
customers with hearing impairments or language or learning difficulties;

facilitate the use of a video relay service'for persons wishing to communicate using sign language.

Where an interactive voice response gystem (IVR) or call routing is used by a tourism service proyider

in their call centre, the following shallbe applied:

10

The call routing system shall;be kept as simple as possible. It should have no more than three lg¢vels,
with no|more than four Options per level. The number of options should be indicated at the start of
each qupstion.

The call system shall indicate optional languages, if any, in the first interaction with the customer.

Only essentiabrelevant information shall be provided at the beginning of automated options.

Optiongsheuld be presented in order of priority based on the number and types of calls the sugplier
receives (e.g. if reservation queries generate the highest number of calls, this shall be the first option
presented to the customer).

Where a customer fails to make a recognized choice, they shall be automatically diverted to an
agent. This should take place no later than when the options have been presented twice.

Where a customer is placed on hold by the system, music or some other signal shall be given to
indicate that the customer is on hold. Customers should be kept informed of their progress or their
position in the queue, if possible.

Callers shall be informed when they have completed a transaction successfully.
Where it is necessary to transfer a customer to a different agent or section during a call, repetition

of unnecessary gathering of information shall be avoided.
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Where tourism service providers use telephone-based systems, alternative channels shall also be
available to customers who are not able to use this service.

4.3.3.4 Tactile communication

Tactile communication in environments and buildings can facilitate orientation and navigation of all
people and especially of persons who are blind or partially sighted. Specific means such as tactile maps
and models, positive relief writing and drawing are very useful for tactile recognition and the general
understanding of the organization and structure of a space. These assist the sequential perception of an
object, building or space so that when it cannot be perceived entirely by sight (e.g. a large statue, a foyer,
a park), it may provide a representation of the space or element that allows the construction of spatial

concepts, supporting navigation throughout these spaces.
Tactile models and representations should be accompanied with additional, Braille oraudio

NOT]H
can bje found in ISO 19028, ISO 24503 and ISO 24508, respectively.

4.3.3.5 Acoustic communication

In ggneral, all of the content as well as the most relevant information that is transmitts
means should also be provided in an audible format with description.

A he
coch

Wheh induction loops are installed, these shall meet\the accessibility technical criteria
IEC §0118-4 or equivalent.

NOTH
reverperation of the rooms. In addition, ISO/IEC 20071-23 provides information on visual pr
audid
presgntation of text in videos, including captions, subtitles and other on-screen text.

4.3.3.6 Audiovisual panels

Digitial panels, screens or boards used to display information should follow 4.3.2 as well as t
recommendations:

Further information about tactile guide maps, tactile dots and bars and tactile symbols a

hiring enhancement system (e.g. induction loop, FM systetn) should be provided to eng
ear implants and other assistive devices to access information and communicate effeq

ISO 21542 provides useful information concerning noise levels, geometry, dim

information (including captions and subtitles), and ISO/IEC TS 20071-25 provides guidance

nformation.

hd characters

ed by visual

Ible users of
tively.

provided in
ensions and

bsentation of
on the audio

he following

a) They should be placed at a suitable reading height for people of all sizes and users|of assistive
mobility devic€s)(€.g. wheelchair users) and should be free of any obstacles.

b) Displays shotild present relevant information and be regularly updated.

c) All infermation should be complemented visually, using text and in audio, so that syfficient and

placed close

d) With regard to the screen, it should not have reflective glass, it should be protected from direct
light, and flashes and flickering should be avoided.

e) With respect to dynamic content, the text line and rolling text should be displayed with enough
time to facilitate reading.

f) Iluminated signs with letters in red, green or blue should not be used on a black background.

NOTE Additional information can be found in WCAG, https://www.w3.org/TR/WCAG20-TECHS/G18.html

© IS0 2021 - All rights reserved
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4.3.4 Digital communication systems

4.3.4.1 General

This subclause applies to electronic and web-based communication: websites, emails, e-zines,
telephone-based communication systems, mobile devices and other technology-based communications,
computers, facsimile, video recorders, the internet, electronic fund transfer and data communications

systems.

NOTE
4.3.42 W

4.3.4.2.1

Electronic ¢
and emails
ISO/IEC 405

Tourism se
digital comi

Information
shall be:

perceiv
operabl
underst]

robust

4.3.4.2.2

4

Digital docy
formats tha
readers or o
formats, im
elements, sy
document.

The most rg
documents |

For accd

Further information can be found in ISO/IEC 30071-1.

eb-based communication

General

ontent supplied by the tourism service provider, including web pages, billig inform
n applications such as marketing, bookings and reservations should be designed to
00.

vice providers shall incorporate the applicable requirements<¢of*4.3.2 and 4.3.3 in
nunications.

content in a web page or web application, for example\text, images, forms or sof

hble (i.e. usable regardless of a person’s ability to see, hear or touch);
e (i.e. forms, controls and navigation are usable);
andable (i.e. the content and interface are-clear and easy to comprehend);

i.e. content can be used reliably by awwide range of devices).

Accessibility of off-line documents

ments that can be used toyconvey information to a general audience should be sav
t make them readily accessible to the widest range of users, including those who use sq
ther assistive technologies to navigate and access digital contents. When creating acceg
hges and data tablés’should be tagged with alternative descriptions, and other intera
ch as form controls or links, should be labelled if such elements are embedded withi

cent verSions of some word processing software or apps have automated tools for s:
n accessible formats. These should be selected whenever possible.

htion
meet

their

inds,

ed in
reen
sible
ctive
h the

ving

sSible PDF advice, see https://www.w3.org/TR/WCAG-TECHS/pdf.html

Access

For accessible Libre Office advice, see https://wiki.documentfoundation.org/Accessibility/Creating

ible_LibreOffice Files

For accessible MS Word advice, see https://support.office.com/en-us/article/make-your-word

-documents-accessible-d9bf3683-87ac-47ea-b91a-78dcacb3c66d

4.3.4.2.3 Mobile web content and apps/small form factor devices

If tourism service providers choose to develop applications for their customers, the content should
follow the Mobile Web Best Practices Guide at http://www.w3.org/TR/mobile-bp/ and the associated

Mobile Web

NOTE

12

Application Best Practices at http:// www.w3.org/TR/mwabp/.

Additional information can be found in ISO/IEC 40500 and EN 301549.
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4.3.4.3 Digital text-based communications

It is considered a best practice for the design of digital text-based communications (e.g. email
notifications and newsletters) to provide an option to choose between plain text and Hypertext Markup
Language (HTML). All content shall conform to 4.2.2 in relation to content in HTML and conform to
4.3.4.2 in relation to web-based communication. This includes both auto-generated and individually
written emails clarifying and confirming messages to the customer. Guidance and resources for written

com

4.4

4.4.

Staff{shall be made aware of the specific needs and difficulties associated with a range d

munication can be found in Annex B.

Training

General

which customers can have, regardless of whether the condition is visible or invisible.

Based on their occupational role, all staff shall be trained to assist and accommodate all t¢

equal attention, respect and support.

Awaj
shor

Pers

pro
the
incl

The

rang

Trai
and
sign

For ¢

dive
can

spec

Trai

in co

4.4.2

Depq

a)

b)

r‘eness raising of the staff plays an important role in minimiSing the impact
fcomings in access or in solving unforeseen problems.

bns responsible for public administration and infrastructiilce management organizati
cts and services should provide their own staff with.the training in accessible tourig

d
|£fferent occupational roles (e.g. managers with or witheut customer contact, frontline

ing technical specialists).

training should provide appropriate and adequate knowledge about the neeeds of custq

e of ages and functional capabilities.

1
responsibility in the business. In addition, a strategy to employ staff with specific kng

anguage, Braille) can be a way te raise the knowledge and awareness in the business.

xample, a short web-based_introduction for all staff can raise the necessary awarene|
sity, Universal Design and specific needs of people with disabilities. Further training
e varied according to the professional role and how to, in different contexts, meet thg
al needs based on fuhctional capabilities.

1
[

ing initiatives cambe arranged in collaboration with existing vocational schools and p

laboration between companies or activities and in classrooms or as distance learning

Training contents

nding on the work area, training content and learning outcomes should include:

f conditions

urists, with

bf potential

ns, tourism
m, based on
staff, others

mers with a

ling of staff should be adapted and tailermade to different occupational roles, previoyis education

wledge (e.g.

ss of human
Fin the field
b customer's

rogrammes,
online.

awareness raising and Knowledge of the meaning of human diversity, inciusion, UNiv
and accessibility in context with the customer, including appropriate and person-first1

identification of beneficiaries of accessible tourism, and how to improve the way the st
interacting with people with disabilities, specifically:

how to communicate with persons with hearing impairments and Deaf guests;

how to guide persons who are blind or have vision impairments;

users);

how to communicate with persons with cognitive, mental and/or intellectual impa

© IS0 2021 - All rights reserved
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aff would be

wheelchair

irments.
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f)

g)

h)

j)

k)

understanding of Universal Design principles and their application in the provision of facilities and
services (theoretical and/or practical knowledge);

strategic development of accessibility in business (e.g. accessible tourism as a business opportunity;
handling customer complaints and objections from customers with disabilities and turning them
into opportunities);

knowledge of the level of accessibility of the offer by the business, and awareness of existing
barriers;

marketing and promotion of accessible tourism destinations, products and services;

knowledge of the accessibility services provided by the tourism service provider;

knowleglge of the safe use and maintenance of technical aids and/or accessibility~equipment
provided at the venue;

recogniging and responding appropriately to people using personal supports, assistance dogsfand/
or assisfive technology;

protocolls to address assistance dogs, for example regarding interactionsZwith wild animalg and
how to respond to the situation; what to do if an assistance dog is misbehaving; what if one qf the
touristg has an allergy to the assistance dog;

training evaluation.

Training can be held in cooperation with people with a wide range*of disabilities or organizations which
represent the interests of people with disabilities, and be led by trainers with a documented knowledge

of tourism and accessibility.

There are clrcumstances where it can be appropriate\to’use staff volunteers in the training on how a
specific technology or device used by staff and customers works, such as training on the use of astair

lift, or practjising the use of recreational, adventure, transportation, safety or evacuation equipment.

There should be a plan to keep the knowledge'and awareness updated and current within the toyrism

service proyider.

Concerning pmergency protocol training, the following should be considered:

Emergency evacuation processes and drills should be inclusive of the needs of persons |with
disabilities and be developed in consultation with staff, persons with disabilities and organizafions
representing persons with disabilities.

Emergency drills should be practiced and executed with staff and replicate a variety of situafions,
such asfssisting.a)person, using evacuation devices or guiding a person with a vision disabilityy.

Service providers should consult with local emergency responders when developing their emergency
evacuatiiémplans.

Monitoring and auditing of emergency procedures and drills should take place periodically to
ensure staff remember procedures.

4.5 Common functional requirements for the built environment

4.5.1 General

Where the delivery of accessible tourism services takes place in a specific building, facility or
environment, the related built environment shall be designed, constructed, maintained and managed to
ensure accessibility for the widest range of users so as to enable people to approach, enter, use, egress
and evacuate the facility in an equitable manner.

14
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[SO 21542 establishes requirements and recommendations to create a sustainable and accessible built
environment. The design of key common elements of the built environment and tourism facilities should
conform to the requirements and follow the recommendations contained in ISO 21542, where relevant.

ISO 21542 addresses accessibility of buildings and associated common spaces, including passenger
pick-up or drop-off and parking areas; the pavements and walkways of the building approaches; access
areas for reception and visitor information, corridors and spaces in buildings, doors and elements that
allow horizontal circulation on each floor and the use of all its spaces; stairs, ramps, lifts and other
mechanisms that facilitate vertical circulation between floors; as well as elements concerning fire and
life safety, protection and evacuation.

Builg iuso or—faetittes—which—conform—to—certainr—defined—aceess—ertterta—within—an CceSSibility
inforjmation scheme should be promoted as such, with labels or similar signage placed-at\fhe entrance
door] easily visible to tourists.

4.5.2 Approach to a building
The gervice provider should take into consideration the following:

a) arrival by motor vehicle, with passenger drop-off points located’)close to entrancgs, enabling
¢onvenient access for passengers who arrive by taxis, public transport or private vehicles; with
dimensions and design to facilitate access for all users;

b) accessible main (or principal) entrances that are easy“to identify; orientation and|wayfinding
gystems to guide all users; and with appropriate signage‘and adequate lighting.

NOTH ISO 21542 provides additional technical informatién on approach to a building.

4.5.3 Designated accessible parking spaces
The gervice provider should take into consideration the following:

a) locating designated accessible parking spaces close to the main entrance, with accessible paths to
¢nable easy access to the building or facility;

b) provision of a sufficient nuniber of designated accessible parking space(s) for persons with mobility
impairments;

c) adequate dimensiops.and suitable surfaces and design of parking spaces, including|parking for
ng vehicles or yans’with auxiliary ramps, hoists or lifts to accommodate persons with mobility
pairments;

d) directional'signage from the entrance of the site or car park to the designated parking spaces and
ppropriate signage of designated parking spaces;

e) d¢ontinuity of the accessible route to and from parking areas to facilities, including the [provision of
erb ramps;

f) provision of accessible parking control systems;

g) provision of hearing enhancement system wherever communication devices exist near the
accommodation access.

NOTE ISO 21542 provides additional technical information on designated accessible parking spaces.

4.5.4 Paths to the building
The service provider should take into consideration the following:

a) provisions of wayfinding and/or other physical support of information (e.g. signage) to assist ease
of identification, to ensure access for all users;
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b)

f)

NOTE ISP 21542 provides additional technical information on paths to the building.

4.5.5 Ramps

The service [provider should take into consideration the following:

a)

b)

‘)
d)

NOTE ISP 21542 provides additional technical information on ramps.

4.5.6 Building entrances

The service provider should take into consideration the following:

avoidance of solitary obstacles on the path or route, and the provision of hazard warnings where
necessary to ensure safe use by all users, including persons with vision impairments;

design parameters to ensure a continuous accessible route, including cross-fall gradients and slope,
even and slip-resistant surfaces, sufficient surface drainage and unobstructed width according to
traffic flow to allow users to pass each other, including persons using wheeled mobility devices;

provision of adequate clear headroom;

provision of stepped paths, in addition to ramps, for ambulant persons who have difficulty using a
ramp;

provisign of adequate landings for stepped paths and ramps.

the slople (gradient) and length to ensure safe and independent use of ramps by all users, inclyding
persong using wheeled mobility devices;

the design parameters for width, landings and handrails for support and guidance of users;
drainage and surface materials to ensure safe use;

provisign of guarding and edge protection to protect users-against injury as a result of falling off a
ramp ot sloping path.

a) ease of|identification from the bolndary of the site and from any designated accessible parking
spaces ¢n the site, means of wayfinding and limited exposure to rain and snow, to ensure saf¢ and
convenient use;

b) level orjramped access, with’entrance doors with low thresholds, to allow convenient access fpr all
users including personsysing wheeled mobility devices;

c) entrance doors thatare easy to operate and with adequate width, clear height and circulation gpace
to allow unobstructed passage;

d) provisign of alternative accessible entrance(s) that are clearly marked, in case of the presence of
steps, staits or a revolving door at the main entrance, to ensure unhindered access;

e) entrance lobbies and vestibules with adequate manoeuvring space between doors;

f) conveniently located information addressing fire safety and fire evacuation procedures, including
in alternative formats to enable all users to understand;

g) Security or automatic locks on elevator or lobby doors in underground car parks with an emergency
call button or phone. Visual notification as well as sound notification, activated when someone has
answered the call.

NOTE ISO 21542 provides additional technical information on building entrances, fire exits and lobbies.
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4.5.7 Reception areas, counters, desks and ticket offices

The service provider should take into consideration the following:

a) ease of identification and approach from a building entrance;

b) provision of a hearing enhancement system (e.g. induction loop system) to assist hearing aid users;

c) provision of sufficient lighting and even illumination without glare, to facilitate lip reading;

d) provision of accessible surfaces for communication (including writing) or transactions, with
suitable manoeuvring space to accommodate a forward approach by persons using wheeled
mobility devices.

NOTH ISO 21542 provides additional technical information on reception areas, countefs) desks and ticket

officgs.

4.5.8 Accessible routes within buildings

The gervice provider should take into consideration the following:

a) provision of a horizontal circulation design that ensures that the-building is accessible o all people;

b) Irovision of ramps or lifts where differences in level cannaf be avoided;

c) ¢ase of circulation with the provision of wide and unobstructed corridors that allow a person using

3 wheeled mobility aid to pass another person and to‘turn;

d) ¢irculation routes thatare free of obstacles and hazardous protrusions to ensure safety|of everyone,
articularly of persons with vision impairments;

e) provision of tactile walking surface indicators (TWSIs) to warn of changes in level if there is a risk
f falling or stumbling, or to facilitate orientation and circulation for routes that are part of large
pen spaces (see ISO 23599 for additional information);

f) provision of internal ramps where necessary, with the lowest practical slope (gradient) and with

ddequate illumination levels.to facilitate safe and comfortable circulation to everyone;

g) the use of a lift or elevatoywhenever the change in vertical height is greater than one floor.

NOTH ISO 21542 provides additional technical information on horizontal circulation.

4.5.9 Floor and)wall surfaces

The gervice provider should take into consideration the following:

a) prowision of floor surfaces that are slip resistant when dry or wet, to ensure safety of users;

b) provistonoffirmandstable floorsurfacesthatdonotposeatriphazard{e-g—avotdioose or raised
corners).

c) provision of visual walking surface indicators, TWSIs or both to warn of hazards or guide persons
with vision impairments;

d) provision of flooring and wall surfaces that do not affect perception and orientation (e.g. non-glare,
contrasting with the furniture and walls, avoiding heavy patterns with different colour);

e) design parameters contributing to an acoustic environment that supports orientation of persons
with vision impairments.

NOTE ISO 21542 provides additional technical information on floor and wall surfaces.
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4.5.10 Doors and door fixtures and fittings

The service

a)

provider should take into consideration the following:

design parameters for doors of adequate width and height and with easily operable door furniture

(e.g. lever handles) and level thresholds to facilitate ease of use for all users;

b) provision of adequate level manoeuvring space on either side of a door;

c) visual contrast between doors, doors frames, adjacent walls and floors to facilitate ease of
navigation and circulation;

d) wherever provided, use of vision panels in doors to facilitate safety;

e) provisign of visual indicators on glazed doors and panels to aid orientation and prevent.¢olligions
for all users and especially persons with vision impairments;

f) provisign of a complementary accessible door where there is a revolving door;

g) recommnjendations for fire-resisting doorsets.

NOTE ISP 21542 provides additional technical information on doors and doorfurniture.

4.5.11 Windows and window fixtures and fittings

The service

a) window

provider should take into consideration the following:

s that are easy to operate, with appropriate positiéning and design of hardware that c

used with only one hand or remote controls;

b)

NOTE IS

4.5.12

The service

suitable

height of lower edges of glazing to enable aséated person to see through the window.

Staifrs

provider should take into censideration the following:

a) uniforn] step treads and risers,'without open risers or nosings which can be tripping hazards;

b) visual markings to identifythe edge of each step and TWSIs at the top of entry landings;

c) flights ¢f stairs withadequate width between handrails to support regular use and pedes
flow, and in case of{ike to allow the evacuation of persons using evacuation devices (e.g. evacu
chair) while permitting access of emergency services;

d) minimum iduminations levels to facilitate safe circulation.

NOTE [SB24542 nrovides additional technicalinformationonstairs

hn be

0 21542 provides additional technical information on windows and window fixtures and fittifggs.

trian
htion

4.5.13 Handrails

Handrails provide means of support, stability and guidance for the user, when going up or down a flight

of stepsora

The service

ramp.

provider should take into consideration the following:

a) provision of continuous handrails on both sides of flights of stairs or ramps to support and guide

users;

b) design parameters for mounting heights and horizontal extensions;

18
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c) handrails with a size, shape and surface that is easily graspable, with visual contrast and tactile
information to support guidance of persons with vision impairments.

NOTE ISO 21542 provides additional technical information on handrails.

4.5.14 Lifts (elevators)
The service provider should take into consideration the following:

a) lift door widths and lift car (i.e. cabin) dimensions that can accommodate a range of manual and
powered wheeled mobility devices and walking aids;

b) Trovision of handrails, a mirror in the cabin and, where provided, a fold-up seat;

)

esign parameters for floor and wall surfaces, materials, lighting and (Gontro| panels to
dccommodate all users;

d) internal and external elevator control panels reachable from a seated position;
e) ¢ommunication system to inform the user of the elevator’s location.and direction;

f) provision of an accessible alarm or alerting device that is a~two-way communicafion system,
iermanently connected to a staffed security point.

NOTH ISO 4190 and ISO 21542 provide additional technical infermation on lifts (elevators).

4.5.15 Vertical and inclined lifting platforms

Vertical and inclined lifting platforms are used to\provide accessibility in existing buildings when it
is not possible to implement solutions such as-y@amps or lifts (elevators). Vertical and indlined lifting
platfprms are designed to be used independently and also with an accompanying p¢rson. Their
instgllation should conform to ISO 9386-1 and ISO 9386-2.

The gervice provider should take into-consideration the following:

a) platform dimensions that can accommodate a range of manual and powered wheeled mobility
evices;

b) internal and external.eontrol panels reachable from a seated position;
c) 4Jccess routes to areas of rescue assistance.

NOTH ISO 21542 provides additional technical information on vertical and inclined lifting platforms.

4.5.16 Escalators and moving walkways

Escalators and moving walkways cannot be used easily and safely by many persons, including persons
with mnhi]ify Or Sensory impairmphfc’ as well as older pnnp]n and small children. However they can be
incorporated as a way to complement accessible routes in larger buildings and facilities for public use
with a high density of users. Some people with mobility aids feel comfortable using them and are able
to use them independently. Lifts (elevators) are more convenient for most people with disabilities, in
particular persons who use mobility aids (e.g. wheelchair users, crutches, walkers) and persons with
assistance dogs.

Their installation should conform to ISO 9386-1 and ISO 9386-2. EN 115-1 also provides guidance for
escalators and moving walkways.

The service provider should take into consideration the following:
a) safety warnings at top and bottom of escalators;

b) design parameters for inclined moving walkways corresponding to those for ramps.
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NOTE ISO 21542 provides additional technical information on escalators and moving walkways.

4.5.17 Toilets and sanitary rooms

When providing general-use public toilets, consideration of accessibility in the design can benefit many
users who possibly do not have specific access requirements or impairments. For example, spacious
toilet stalls benefit people who have a bariatric condition; good visual contrast between walls, floors,
doors and fitting support orientation of all users and especially of persons with vision impairments;
wall-hung urinals of different heights are convenient for persons who are tall or short; provision of grab
rails beside the washbasin benefit people who are older and people with poor balance; single lever taps
are easy to operate for users with temporary injuries or arthritis; and sufficient lighting contributes to
convenient Ind safe use of toilets by all users.

NOTE1 Additional information can be found in Annex E.

The service [provider should take into consideration the following:
a) provisigns for the minimum numbers of accessible facilities per toilet complex@nd tourist facility;

b) design parameters for water closet (WC) compartments for ambulant diSabled people (e.g. foilet
seat heiEht, clear manoeuvring space, type of door, provision of grab rails and independent water
supply beside toilet);

c) design, [layout, dimensions and fittings for different types of¢Wheelchair user, accessible foilet
rooms with manoeuvring space to allow frontal, oblique and lateral transfer to and from the foilet
seat, indlependent water supply beside toilet, suitable toiletand washbasin, grab rails, emergency
systemg, including visual alarms and monitored emergencycall devices;

d) design parameters of wall-hung urinals for wheelchait‘users and standing users, where provited;
|

e) design parameters, layout, dimensions and fittings for showers with level access, suitable for
wheelchair users and ambulant disabled people (e.g. adequate manoeuvring space, provisipn of
shower [seat and grab rails, shower controlsiand shower head, easy to reach and use);

f) design parameters, layout, dimensions and fittings for bathrooms with a bathtub, where provjided,
with trdnsfer area, grab rails and provisions to allow use of a mobile or ceiling-mounted hoist

Washrooms) toilets and sanitary fdcilities may also include facilities such as baby changing facilities.
Baby-chang|ng tables, washing anhd sanitary disposal facilities shall be provided in toilets for both men
and women

Larger prenpises such as,shopping malls, retail parks, amusement parks and exhibition venues should
provide larger changingplaces, washrooms with a suitable floor area, changing table, person hoisf and
washing fadilities fof ¢uistomers who require assistance and the benefits these facilities providg (e.g.
persons with severedisabilities, frail older persons).

NOTE 2  IS|021542 provides additional technical information on toilet rooms and sanitary rooms.

NOTE 3  Additional information can be found here: http://www.changing-places.org/.

4.5.18 Lighting

Having adequate illumination and lighting is particularly important for persons with vision
impairments. It also ensures that persons with hearing impairments can read lips or properly see a sign
language interpreter.

The service provider should take into consideration the following:
a) the co-ordination of artificial lighting with natural lighting;

b) the role of artificial and natural lighting, and the potential issues associated with glare, reflections,
shaded areas and pockets of light and dark excessive contrast;
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lighting and illumination levels for areas with different functions (e.g. access routes, counters,

desks, washrooms).

NOTE ISO 21542 provides additional technical information on lighting.

4.5.19 Equipment, controls and switches

Controls and switches installed along the accessible route, at a height that is accessible and reachable
by persons seated in a wheelchair or using a wheeled mobility device, enable people to operate them
safely and independently.

use;

b) 1nounting heights of equipment, controls and switches (e.g. thermostats, door locks, light switches)
flo facilitate ease of operation for persons with a range of disabilities;

c) Irovision of visual contrast, tactile and Braille characters;

d) illumination levels to facilitate operation and reading where required;

e) (¢learance between adjacent fixtures and fittings to prevent accidental operation;

f) functional design and activation mechanisms;

g) e¢mergency call button or phone whenever security ofiautomatic locks are installed with activation
of visual and sound notification to notify answers;

h) layouts, mounting heights and notification ofiqueuing systems (e.g. guide barriers), fevices (e.g.
tlicket dispensers) and controls (e.g. service.counter or service location identification);

i) access to and usability of public and service provider’s telephones, charging stationg or both for
I:obile telephones;

i) cation and accessibility of devices and controls for ticketing machines, automated teller machines

ATMs), automatic banking machines (ABMs) and vending machines.

NOTH ISO 21542 provides'additional technical information on equipment, controls and switch¢s.

4.5.20 Furnishing

Seating facilitiesand'furniture in public buildings provide people with a place to wait, to r¢st or simply

to regeive the service.

The gerviee provider should take into consideration the following:

a) prevision of seating areas with different types of seating furniture (e.g. with or withoyt backrests,
armrests, fixed seats and [arger seats) to facilitate sitting down and standing up for a range of users
regardless of age, size, ability or disability;

b) design parameters of tables, desks, counters, displays and similar furniture, so as to be approachable
and usable by everyone, including persons using wheeled mobility devices;

c) locations of seating at waiting areas for users of wheeled mobility devices, so as not to disturb the
general circulation;

d) consideration for persons with guide or other assistance dogs.

NOTE ISO 21542 provides additional technical information on furnishings.
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4.5.21 Signage

Signage design that takes into account the access needs of a diverse range of visitors with differing
functional requirements allows tourists to locate places and possible hazards, and to orientate
themselves in an unfamiliar environment.

The service provider should take into consideration the following:

a) provision and location of clearly visible directional, informative and orientation signage that allows
users to identify places and orientate themselves in buildings, facilities and public spaces;

b) appropriate provisions for floor markings, maps, routing elements, signs for direction and
identifi¢ation panels;

c) signagelmaterials and durability;

d) design parameters regarding use of colour and light reflectance values, text font‘styles, siz¢ and
charactgr spacing;

e) provisign of alternative formats (e.g. audible or tactile: tactile letters, figures) signs and graphical
symbol$ for persons with vision impairments) according to the two-sense principle;

f) use of plain language and pictograms or symbols to convey a message that is simple, eapy to
interpre¢t and understandable to all, and especially to persons withJearning or cognitive disabillities
or thos¢ who do not understand the written language;

g) lightingand illumination.

NOTE Far additional technical information, ISO 21542 provides clear instruction for the design and

installation df signage to ensure accessibility (including visualtontrast, orientation and information). Thefe are
other recommpendations in Module II of the UNWTO Manual\efi’Accessible Tourism for All: principles, tools andl best
practices®2], |In addition, ISO 7000, ISO 7001 and ISO 7010 provide information concerning graphical symbols,
especially copcerning the International Symbol of Access” These ISO documents and their symbols can be found

on the ISO Orfline Browsing Platform (OBP) at httpsy//Www.iso.org/obp/ui.

4.5.22 Firg safety and other emergenciés

The service [provider should take into\consideration the following:

a)

b)

f)

g)

22

reliable| protection of pegple) with disabilities based on equitable fire prevention and spfety
measurgs and building management practices;

a fire de¢fence plan that.elaborates the particular fire engineering strategy developed for a specific
building, including>provisions for persons with disabilities, taking into account their diffgrent
needs;

conditigns-f'the building and procedures for an independent fire evacuation for all and, when this
is not possible, for an assisted evacuation;

guaranteed provision of a protected area (area of rescue assistance or refuge) with suitable
communication systems, where people who cannot evacuate the building independently and
persons requiring assistance can wait until an assisted evacuation;

provision of specialized lifts capable of being used for people with difficulties to evacuate in an
autonomous way in a fire situation;

installation and maintenance of warning and alarm systems, both visual and acoustic, perceivable
from anywhere, including guest rooms, washrooms and toilets;

accessible design, location, installation and maintenance of the signage for evacuation routes and
fire protection systems.
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Additionally, it can be necessary to have evacuation guidance for other types of emergencies (e.g. during
attacks or natural disasters) that do not relate to the situation of a specific building, but rather happen

in a large urban, rural or natural area.

NOTE

4.5.23 Management and maintenance

ISO 21542 provides additional technical information on fire safety and other emergencies.

The main considerations for management and maintenance of buildings and facilities should be followed
as described in ISO 21542.

4.6

Tickd
park

this

Such

NOTH

5

5.1

Tour]
thein

Self-service machines

ting machines, automated teller machines (ATM), automatic banking machines-(AB
ing machines shall be accessible and usable by tourists. This includes approachesto an
¢quipment.

machines should also:

incorporate simple and clear instructions for both the use of the.fmachine itself and
tlickets and prices;

rovide the instructions that appear visually on screens infaudio format and include aj
r incorporate software that can interact with a mobile device (e.g. via Bluetooth);

e capable of enlarging text on the screens and have Suitable interface illumination.

ISO/IEC 13066-1, ISO/IEC 29136, ISO/IEC 40500'and EN 301549 provide further inform

Policies and strategies for the public sector

General considerations

jsm destinations which aim to position themselves as inclusive and open to all visito
abilities, shall base their activities on an 'accessible tourism for all' policy framework, w

adequate and well-coordinatedplanning, implementation, monitoring and regular improve

Acce
accey

will

ksible tourism strategies represent concrete actions to implement the adopted policig

epend on a rahge of factors, including the level of tourism development, the number of

socideconomic factors.

Designing polic¢ies and strategies for accessibility driven by Universal Design principle
engage all\relevant stakeholders to ensure that the actions undertaken will benefit all se
hostcommunity and visitors alike.

Ms) and car

d location of

the types of

output jack

aition.

s, whatever
hich enables
ments.

bs and make

sible tourism systainable, profitable and competitive. The scope of these policies anld strategies

visitors and

5 shall fully
ctors of the

The present requirements and recommendations targeting public administrations can be implemented
by a wide range of organizations, in particular:

a) NTAs in charge of policy-making and regulatory instruments;

b) national tourism organizations (NTOs) or DMOs in charge of marketing and promotion at different
levels (national, regional and local) and with different management models (public or public-
private);

c) legislators at the national and regional levels;

d) other national, regional and local governmental bodies, including municipal departments in charge

of leisure and tourism, infrastructure development, education, culture, industry, trade, health and
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social affairs, and other bodies that tender contracts for tourism-related interventions through
public procurement procedures.

5.2 Proposals for public administrations

5.2.1 General

NTAs, DMOs and other public bodies in charge of tourism at national, regional and local levels shall
play an essential role in creating an enabling environment for the consultation process between the
different stakeholders in designing and adopting policy frameworks relevant to accessible tourism.

Policies sha

the tourism

responsibili
compliance.

The activiti
component
fostering ac

| be supported by clear strategies which define how to establish specific lines of work

Lies of the different parties for each action, and the budget and deadlines, for

Cessibility in tourism and the creation of specific accessible tourism-$ervices and prod

mplement these objectives, public administration bodies should undertake the follo

or as a gpecific strategic action, or by combining both approaches.

Develog normative instruments that ensure the application of Universal Design principl
tourism infrastructure, products and services.

with

industry stakeholders, by proposing priority actions, guidelines for their deyelopient,

their

s of public administration bodies should include accessible tourism as a crosscutting
of the tourism policy and strategy, which should promote an actionf agenda aim¢d at

licts.

wing

th the application of Universal Design principles eitherwithin the general tourism planning

bS in

Develod mechanisms that allow public administrations to monitor compliance with| the

apply sdnctions, when necessary.

bntation of the relevant legislation on‘accessibility by tourism sector stakeholderq and

Encourdge and incentivize investments for refurbishing or adapting the existing toyrism
infrastrjucture, products and services.and for the development of new ones.

Develod accountability mechanisms for public administrations regarding the disburseme

[located to promoting,accessibility, as well as the monitoring instruments to asses
bf their usage by beneficiaries.

b1 variables it order to quantify and monitor the outcomes of accessible tourism policie
and to improve overall performance in destinations. Include qualitative questions re

to accegsible teurism in visitor satisfaction surveys (e.g. number or persons with disabilities,
of disabfility, nmber of travel companions), considering that disabilities vary in nature and cgnnot

bé_easily quantified.

nt of
5 the

bystematic visitor'feedback and statistics on numbers, satisfaction, behaviour, spendjture

5 and
lated
type

Provide relevant information to service providers on all available instruments and training
schemes which enable them to respond to the different needs of customers.

Consult disabled people's organizations (DPOs) and tourism industry stakeholders during all
phases of accessible tourism planning and development.

Incentivize, reward and disseminate best practices in accessible tourism.

Provide information about the accessibility of facilities and services. This information should be
provided in an accessible way.

All the above-mentioned actions can be developed or promoted by public administration bodies
within the following frameworks:

In order to
actions:
a) Approa
b)
0)
implem
d)
e)
funds a
results
f) Gather
and oth
actions
always
g)
h)
i)
j)
24
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legislation, policies, standards or guidelines;
awareness-raising and training;
research and innovation in accessible tourism;

marketing and promotion strategies;

accessibility management in tourism destinations.

Legislation, policies, standards or guidelines

IS0 21902:2021(E)

5.2.2.1 Suggested contents

Public administrations should be encouraged to adopt policies or an appropriate normative framework
relevant to the accessibility in tourism on the basis of the principles of equal~opporturlities for all,
including people with disabilities.

Thesle instruments should observe the following basic aspects:

a) 4ccess to infrastructure, products and services for persons with any form of disability (physical,

gensorial and intellectual) or specific access requirement;

b) ¢limination of physical, attitudinal, informational and cultural barriers in attaining acqessibility;

c) ¢nsuring the integrity of the accessible tourism value-chain so all elements are adequagely covered

d) d¢onsideration of the principle of reasonable adjustment;

by the legislative framework;

e) d¢onsultation with the stakeholders.

Policlies and the normative instruments in.the field of accessibility should cover the envirgnments and
services that are used by tourists and:the local population, particularly those directly rglated to the
tourism sector, such as:

— Iuilt environments;

ublic and urban spaces;

— ¢ultural assets;

— infrastructure;

— {ransportation;

— ¢omimunication and information;

—_— onbral and ¢
oo

Sireror

— training.

5.2.2.2 Development methods

Accessibility legislation or regulation should be developed in one of the following manners:

a) by adding the legislation on accessibility into the general tourism legislation;

b) by adopting a specific law on accessible tourism;

c) by developing general legislation on accessibility which includes the whole value chain of tourism,
taking into account the specificities of the sector;
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d) by developing other legal or regulatory instruments depending on the governmental and
administrative structure of each country with the aim of providing a normative framework and
addressing the inclusion of people with disabilities in tourism.

5.2.2.3 Potential actions

Once the normative framework has been adopted, public administrations should proceed with the
following actions:

disseminate specific requirements which enable different stakeholders to assess their extent of

accessibility;

— set priorities for the application of the normative instruments;

— coordinfate the implementation of specific actions and projects aimed atimproving Univernsal Dgsign;

— define minimum accessibility requirements;

— adopt te¢chnical standards and indicators to assess levels of accessibility within destinationg and
promote consistent uniform assessment schemes based on Universal Designprinciples;

— establish economic and fiscal incentives for tourism companies to apply accessibility requiremlents;

— promote training programmes;

— develop|support programmes that foster labour inclusion of people with disabilities.

5.2.3 Awdreness-raising and training

Awareness-raising and training programmes shall be.aimed at removing barriers to accessibility, in

particular physical, cultural, informational, communicational and attitudinal barriers, in ordgr to

achieve confstant improvement of services provided to all customers. These programmes shall| also

foster the vision of accessible tourism as a major ,business opportunity for destinations and the prijivate

sector.

Awareness-raising and training programimes organized or facilitated by public administrations [shall

encompass the spheres of legislation, communication, promotion of accessibility and best practices.

These programmes shall target@ifferent stakeholders and especially those tourism professiongls or

public administration employees dealing directly with people with disabilities and specific agcess

requirements (e.g. in touristinformation offices, visitor centres, complaints desk services).

During the dlesign of traifiihg programmes, public administrations in charge of tourism should inyolve

the following partners)in the content development:

a) ministrjes responsible for trade, education, culture, industry, infrastructure development, health
and socjalaffairs, and so on;

b) trade associations representing the tourism industry;

c) tourism companies;

d) DPOs and civil society entities representing the voice of the people with disabilities or local
population in general;

e) accessibility consultants.

Public administrations should promote the inclusion of training programmes in the following areas:

— formal education (e.g. vocational tourism and hospitality schools, undergraduate and postgraduate
tourism studies, training institutions targeting professionals attending to people with disabilities);
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— public administration bodies at all levels;

— professionals of crosscutting sectors with an indirect relation to tourism (e.g. architects, urban
planners, transportation engineers, safety and security companies, web and ICT developers);

— continued learning programmes for active tourism professionals.

While this document is of interest to the staff of NTAs, DMOs or other public bodies, the training on
their role in fostering accessible tourism is especially important. In the design and development of
awareness raising and training programmes, public administrations in charge of tourism should take
into consideration 4.3 and the following:

5.2.4

Spec
disse
admi

Publ
metH

ccessible tourism policies in place;
pplicable regulatory instruments;
ssessment and sanction mechanisms;
wards and incentives;

ccessible tourism benchmarking;
uture development targets;

uality standards: indicators, auditing and monitoring mechanisms.

Research and innovation in accessible tourism

fic research on accessible tourism is still rélatively scarce and, when existent,
mination among key target groups, as wellias coordination between research ent
nistrations, tourism destinations, the private sector and direct beneficiaries of access

¢ administrations should develop, and promote standardized and user-friend
odologies to enable DMOs to assess the economic and social impacts of accessibility wif

destinations.

This
surv

Dest
folloy

— 1
— 1

— 1

research can be either speeific and focused exclusively on accessibility or be includg
bys on tourism demand,

nations should conduct systematic, rigorous, regular and well-coordinated resear
ving aims:

o advance knowledge on accessible tourism demand;
o obtain{quantitative and qualitative data on accessible tourism offer;

o provide decision-makers with the basis for future interventions within tourism dest

lacks broad
ities, public
bility.

ly research
hin tourism

d in generic

ch with the

inations;

— 1

o prom ote innovation

Thes

e are the principal types of research that should be taken into consideration:

— consumer behaviour;

— accessible tourism offer;

— competitiveness in accessible tourism;

— those carried out by the accessible tourism observatory.
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Consumer behaviour research should result in a clear situation analysis of the existing demand for
accessible tourism and encompass the widest possible range of its end users on a given territory. This
research should provide at least the following information:

— number of persons with a disability and specific access requirements with comprehensive
demographic data;

— percentage of these persons who wish to travel;

— Treasons

— consum

for travel;

er data from transport facilities and services;

— if peopl

— the wayj

e don’t travel, what is the reason for not doing so;

people access tourism information and proceed with bookings;

— which means of transportation people use and if they request special assistdnce or reg

wheelch
— preferrg
— thelist
— whethe
— average
— whethe
— preferrg
— specific
— level of
— average
— the com
— average
The researd
it provides
current lacl

component
its applicati

The researc

air parking facilities;

bd travel destinations that people have already visited;

" or not people travel with accompanying persons;
number of travelling companions;

" or not people travel with a service animal;

bd activities within tourism destinations;

services that people require;

catisfaction with the provided facilifies and services;
expenditure on travel and tourism;

munication channels to séarch for travel information;
length of stay.

h on accessible tourism offers should constitute the basis of any product developme
horough situation analysis of accessible infrastructure, products and services. Give
¢ of International Standards, this research poses certain difficulties in the assess
vhich cani be remedied by involving all stakeholders in designing the research methodd
bn andtdissemination of results.

h©n accessible tourism offer should be based on the following principles:

bf tourism destinations people would like to visit and have not been able to visit beforg;

erve

)

nt as
h the
ment

logy,

— coverage of the entire accessible tourism value chain in the analysis process;

— application of indicators or assessment criteria;

— application of Universal Design;

— training delivered to research staff prior to the assessment exercise;

— due diligence and accountability mechanisms, which include sanctions stipulated by the law to be
imposed in cases of non-compliance with the current legislation or false advertising.

The research on competitiveness in accessible tourism responds to the following question: can
accessible tourism be considered a competitiveness factor on tourism destinations?
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Competitiveness on accessible tourism should:

— analyse models of competitiveness in tourism and especially determinant factors of accessibility

(for people with disabilities);

— develop a methodology to measure conditions of accessibility in tourism;

— add a variable related to accessibility into travel and tourism competitiveness.

An accessible tourism observatory enables systematic, sectorial and regular research on accessible
tourism within a destination, which is based on a comparative and objective analysis and follow-up
of improvements and evolution of results. The observatory also serves as an adequate monitoring and
accoyntability mechanism which evaluates the results of all parties involved in access

deve

opment. The results issued by observatories should feed in the political and strategiq

of acfessible tourism destinations, which should be periodically revised.

Ana

5.2.5

ccessible tourism observatory should:

inalyse specific types of tourism in the destination (e.g. mountain, adventure, beac
hortcomings in terms of accessibility in order to be able to produce-concrete recomme
ervice providers on possible improvements;

[T Y X

dnalyse accessible tourism in other destinations in order t0 produce benchmarking
guggest improvements based on other destinations’ success;

dnalyse economic benefits of accessible tourism and-objective costs for service g
providers in making their offering accessible.

Marketing and promotion strategies

5.2.5.1 General

Publ

¢ administrations at all levels play a crucial role in designing well-coordinated ma

promotion strategies as most tourisn® operators are individual SMEs with limited caj
outre¢ach.

Publ
acced

ble tourism
framework

h) and their

ndations for

results and

nd product

rketing and
bacities and

¢ administrations should_therefore act as drivers of business development in t
sible tourism by promoting and incentivizing product development, its promotion a

quality within tourism destinations.

MarKeting and promaotion strategies should have the following aims:

a)

b)

‘)
d)

e)

f)
g)

h)

¢nable SMEs-to promote their products on search engines and in destinations’ access
offer, thus facilitating the creation of accessible tourism packages catering for all custo

gupport SMEs with innovative products for promoting accessible tourism;

sphere of
d its overall

ble tourism
mers;

- § A | 11 : : 1141 1.1 £41 4 : 1 1 :
ITICTUUT ALLTSSIDIT STI VILES 11T d1T LT TTITRKS U1 LT tUUT ISTIT Vvdlut Llldlll,

develop local, regional and national networks to support the development and sales of accessible

tourism offerings;

promote partnerships with and membership of international networks to promote new service

providers and new destinations;
improve customer experience by adopting national standards on customer service;

create integrated marketing and distribution channels for service providers by

using new

information communication technologies which are also adapted to people with disabilities;

encourage opinion-sharing platforms for end users.
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5.2.5.2 Management and marketing tools

The action plan of a marketing and promotion strategy of accessible tourism should include the

following objectives:

a) analyse the needs of both potential and current customers, while bearing in mind that persons
with a disability and specific access requirements are individuals with their own individual needs,

just like any other customer;

b) integrate marketing strategy into the overall organizational strategy;

c) setachievable aims and objectives which can be attained by following a series of steps that should

be defirjed from the very beginning and periodically revised;

d) set a clgar three-year vision, with specific goals to achieve in a year and more detailed\quar
implementation plans;

e) create 4 methodology based on formal and precise guidelines and indicators used for plan
executing and measuring the success of marketing and promotion;

terly

ning,

f) manage information by establishing SMART objectives (specific, measurable, actionable, realistic

and timg-bound), as well as evaluation and reassessment mechanisms in'order to achieve effic
and retlirn on investment (ROI);

g) organize continuous capacity-building to understand the evolving needs of customers, wha
their abilities;

h) ensure that different stakeholders within a public tourism@dministration work together inter
particularly sections in charge of product development;“marketing and promotion, ICT, PR, {
shows and MICE;

i) identify key skills and the required training forstaff managing and operating in accessible toy
marketing and promotion-related activities:

5.3 Accegsibility management in tourism destinations

Tourism stalkeholders should adopt accessibility management systems to identify and remove exi
access barriers, to meet the requirements of end users which have not been taken into consider
and to remedy shortcomings resalting from a lack of planning and coordination.

ency

tever

hally,
rade

rism

sting
ption

Accessibility management systems should be preceded by awareness-raising, training and the inclyision

of accessibility criteria into/the design of infrastructure, products and services. This approach §
costs and foguses on centinuously improving the quality of the tourist experience.

Tourism stakeholders’shall incorporate a Universal Design approach, accessible for all, either into
regular mapagement systems or by establishing a specific management system. However, the |
should nevef fanction as an isolated system from the overall management system of a destinatior

aves

their
atter
ora

company.

Public administrations should establish the following objectives in order to apply accessibility criteria

and the principles of Universal Design within tourism destinations:

a) Conduct a situation analysis to determine which infrastructure, products and services are

accessible. The analysis shall include the following elements:
— built environments (infrastructure and equipment);

— tourist information and promotion;

— communication and customer service;

— general tourism products and services;
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— specific products and services for persons with disabilities and access requirements.

Develop an action plan that includes:

actionsthatshould beimplemented to make the infrastructure, productsand services accessible;

actions that should be implemented whenever these infrastructure, products or services are

being modified;

activities that should be carried out to ensure effective maintenance and regular improvement

of accessibility levels;

Indicators that should allow veritication that the plan 1s being executed and the otbjectives are

being achieved;

creating employment opportunities for people with disabilities.

Define policies on customer service, targeting persons with disabilitigs/(e.g. relev
¢ustomers, suppliers), so that the facilities and services provided die ‘available fq
fegardless of their abilities.

The following tools shall be put in place to allow for effective accéssibility management
3 basis for corrective actions:

hnt to staff,
r everyone,

and provide

Internal audits that assess the extent of the executionvof planned actions, the application of

legislation and standards and the conformity with:general internal management p

Surveys that regularly evaluate customer satisfaction and their suggestions for im
Surveys should also encompass other elements of the value chain (e.g. personnel,
order to collect more comprehensive data.

Complaints management, which ensures a proper follow-up and feedback protoco
internal management level and custemer service level.

Accessibility management systems.'shall be supported by specific documentation, w
include the following:

An overall accessibility policy, including a clear statement or a commitment of a des
company towards achieving accessibility. This policy should be made publicly avail
clients and supplieps. It should also match the overall vision of the entity and be in|
general policyframework.

An accesgibility management manual which defines the management scope, objectiy
dissemination, concrete actions to achieve the objectives, legal requirements to
defidition of key resources, verification mechanisms and responsibilities of each pa
included in the overall quality manual of the organization or function as a separate

Supporting documentation, including accessibility situation analysis data, specific

Fotocols.

brovements.
suppliers) in
| at both the

hich should

tination or a
able to staff,
cluded in its

yes and their
be applied,

rty. It can be
document.

procedures,

protocols and 1nstructions to implement Universal Design, emergency and evacu
and maintenance requirements.

6 Transport

6.1 General

ation plans,

Transportation systems and vehicles often present obstacles to people with disabilities when travelling,
due to their lack of accessibility. Travelling is an experience where anyone can be going through an
unfamiliar environment and become disorientated, possibly carrying some luggage that reduces
mobility.
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The main processes while travelling are:

accessing accurate and updated information;

purchasing the ticket;

accessing and navigating through the transport station, terminal or stop;
accessing, embarking, using the transport and disembarking;

exiting the transport station, terminal or stop;

accessir

Whatever t
coaches, tax
and planes,
transportat

Accessibility

- adel 1 L
geonmectionswitirotirer nreansof tramsport:

he infrastructure and means of transport, including privately hired vehicles;~bus
is and similar means, trams, cableways (cable cars), trains, boats (e.g. ferries, criuise s
they should be designed in such a way as to permit the safe, comfortable-and equi
on of everyone, including persons with disabilities.

' in transport shall be considered in three main sectors: means of transport used to t

to and from any destination; means of transport used to travel within the~destination; and

connections
vehicles or g

When infras
other viable

NOTE In|
to “any pers
locomotor, p{
age, and whd
service mad¢

. All tourism destinations shall ensure the provision of sufficient accessible tran
ervices in those three areas to meet expected demand.

tructure, means of transport and services are not accessible, then providers should
alternatives that take accessibility for all customers into account.

se situation needs appropriate attention and the adaptation to his or her particular needs
[45],

6.2 Providing information and purchasing tickets in advance

Anyone whd
on the tran
companies)

Also, provid
provide acc
contact, bro

This inform
alternative
should folloy

travels should have access tp appropriate information about the features and accessi
sport services. In order toSdo this, providers (DMOs, public administrations and pr
shall make the information-on transports services publicly available for all.

ers of every means‘\of transport and operators of every transport infrastructure
bssible information-about their available services prior to and during the trip (e.g.
chures, information staff).

htion shall, Wwherever reasonable, be displayed in accessible formats and supplemented
formatsswhen required. All information provided shall conform to the requirement;
v thessecommendations provided in 4.3.

With resped

t'to'transport infrastructure, information should be available as open data where pos

the context of transport, the term 'persons with reduced mobility' (PRM) is widely used. It 1
bn whose mobility when using transport is reduced 'due to any physical disability (senso
brmanent or temporary), intellectual disability ortimpairment, or any other cause of disability, or

ES Or

hips)
[able

ravel
their
bport

offer

efers
ry or

f the

hility
ivate

shall
web,

with
and

sible

and contain

a)

control,

b)

data related to:

catering, rest areas, gift shops, clothes stores, news stands);

planes, cars);

c)

services located in the infrastructure (e.g. ticket offices and vendors, information desks, security

types and location of the means of transport, if there are more than one (e.g. buses, boats, trains,

accessibility features of the infrastructure and services and, where necessary, their conditions of

use (e.g. where shopping or the use of rest areas are only accessible once through security or fare
control);

d) amapo

timetab
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f the infrastructure, with a key or legend showing the main services mentioned above;

les, costs (including possible reduction for an accompanying person) and itineraries;
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f) types of vehicle infrastructure and their accessibility features;
g) services provided during the trip;
h) information about assistance services, how to book them and how they work.

Timetables and tickets purchased should be available in and via various formats, such as online, mobile
web applications, brochures, phone recordings, vending machines and staffed ticket offices. At least
one of these shall enable anyone, regardless of their ability, to carry out the purchase, cancellation and
modification actions required for each case.

When transport companies do not have fixed infrastructure, or when they do but information is

diffiqult to display (e.g. taxi stands or other small public transport vehicle waiting areas),
inforimation services and transport companies should have sufficient and alternative’ inf
that any tourist can find those providers and services that are accessible.

Regarding accessibility in transport, in addition to 4.4, specialized training-in transp
service staff, drivers and vehicle crew) shall include training on providingassistance i
dignified manner, for transfers and for specific procedures regarding passengérs with redug

6.3 | Assistance services

Assis
a paf
The fise of AST in transport infrastructure is often the key for a person being able to succes
from| their origin to the destination.

tance services in transport (AST) are designed to help a person who faces difficulties

Tour]
prov

jst travellers shall be provided with assistance*throughout the travel chain process |
ders. AST can include: the issuance of tickets;\during the check-in process, getting to 4
arealor gate, during boarding or disembarking'of passengers, retrieving baggage or makirn
clainp and exiting. Advanced notice can be equired for some services and can improve t}
expefience.

Depgnding on the mode of transport assistance services for passengers should include a v
of travellers who require it, such as‘elderly people, travellers with children, pregnant wome
who fhas a condition of reduced-mobility.

The requests for assistance~should be able to be done in several ways to ensure the

local tourist
rmation, so

tation (e.g.
a safe and
ed mobility.

when using

ticular means of transport (e.g. people with disabilities.or’who are elderly, injured or pregnant).

sfully travel

y transport
he boarding
g a baggage
he customer

vider profile
n or anyone

brovision of

optigns according to peeple’s needs (e.g. via a conventional telephone, text phone or mobile phone, via

videpconference andchat, by web and email and, in the case of an automatically operated s
via npenus that combine voice recognition and keypad input).

Trangport infrastructure may include assistance points designed to be accessible for all us¢

The AST service shall be provided with sufficient resources to provide a safe, dignified and
process”during boarding and disembarking of passengers (e.g. wheelchairs, ramps, lift

witchboard,

PI'S.

appropriate
5, transport

systgnis, narrow wheelchair for aircraft aisles) to the greatest extent possible.

Assistance services for passengers with disabilities should enable the traveller to use travel options,

facilities and schedules on equal terms with other passengers.
6.4 Transport terminals infrastructure

6.4.1 General

Accessibility requirements in the built environment are applicable to transport infrastr
airports, seaports, train stations or bus terminals). See 4.5 for more information.

Hereafter other requirements and recommendations are provided relating to transport.
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6.4.2 Information systems

In order to inform travellers about how to get to the precise platform or gate, different information
systems shall be considered in terms of accessibility (e.g. tactile maps in multiplatform stations).

6.4.3 Public address or announcement (PA) systems

Information broadcast over a PA system is purely auditory; therefore, it shall be complemented with
alternatives, such as panel displays which simultaneously transmit the audio information visually, a
hearing enhancement system or other systems such as accessible mobile applications.

In any tra
shall be im

See addition

6.4.4 Infq

Informative

identificatiogn number.

Information
information|

These panel

6.4.5 Aut

If there are

person in the queue, the system should alert audibly“and visually both the number of the pers

receive serv

6.4.6 Org
When organ

If turnstiles
wheelchair
stroller) to
sensors tha
infrastructy

Neither sus
be extended

If corridors

ns i

pﬁemented to redirect passengers to the correct place in case of unexpected events.

al information related to acoustic communication in 4.3.3.5.

rmative panels

panels convey information about destination, platform, gate, access/timetables and ve

displayed in dynamic panels can be difficult to understand due to the speed, amou
and other features.

s shall follow the requirements on signage set in 4.3.3.6;

pmatic queuing allocation services

several ticket booths and there is an automatic system for identifying service for the

ice and at the window, stall or booth providing the service.

Anization of people flow
izing people flow, the tourisnservice provider shall consider accessibility measures.

are used, there shall bejat least one alternative route with enough clear width to 4
or cane users or people with other needs (e.g. people with luggage, people with a
go through. There-are various types of turnstiles that facilitate control and work
detect the person or that can be manipulated remotely by the staff in the service g
re.

ended noryretractible queue barrier systems are detectable for cane users, thus they s}
to thefloor.

and directional systems are organized into different spaces or services, such as post

tems

hicle

nt of

next
bn to

[ low
baby
with
f the

jould

t and

mechanical

atkways, they should be of adequate width (€. as if it were a corridor). Those eten

should be detectable by persons using a white and green, white and red or long white cane.

ents

For longer journeys, there should be alternatives available which do not require people to walk long

distances.

The transport infrastructure or places of departure and arrival should be interconnected with the
rest of the spaces through accessible routes, even those referring to non-urban environments, where

appropriate
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6.4.7 Security controls

All passengers shall pass the same security procedures and customs formalities. To guarantee
accessibility for all passengers it will possibly be necessary to adapt some of these procedures without
reducing the required safety and security levels.

Security detectors may use a magnetic field, extremely low-energy radio waves, metal detectors or
radio wave scanners. These systems are harmless to everybody, but it is possible that some of them will

inter

act with assistive products and create an inconvenient situation.

If flngerprmt-readmg dev1ces or blometrlc devices such as retinal scanners are used, they should be

tech

Tran
assis
orth

A pri

6.5
Whe

ologles for Verlflcatlon or Valldatlon

sport infrastructure should consider a specific security protocol for passergers u
tive products or devices (e.g. hearing-enhancement systems, pacemakers,.breathing
ppaedic limbs, assistance dogs) which shall also ensure the person’s dignity?

ority line for people with disabilities should be considered.

Transport stops (quay, intermodal transfer, bus stop)

h the place from where a means of transport departs or arrives is not urban (e.g. bus

and

a)

b)

q

d)
[(

.

f)

q

$helter stops like bus stops.shall be provided with a minimum obstacle clearance

b

The design 'of the shelter or stop should facilitate its location and provide informd

jcoustic and in alternative formats using various technologies).

ther small transport vehicles, tourist buses) the followifig applies:

here should be signage for the exact location from~where the means of transporf
rrives.

space for the safe and accessible boarding ahd disembarking of passengers shall be
he vehicle floor height, to enable getting omand off the vehicle (see 7.2.3).

n the case of buses, coaches or road transport, associated infrastructure should be lo
avement or incorporate standardized edged pavements equipped with kerb ramps,
etter positioning of a ramp to tlie wehicle or for the safer boarding of passengers.

entral access to the stricture of the stop or awning. The obstacle clearance insidg
hould be enough to accomimodate a certain number of people and wheelchair users.

[he shelter shouldiave elements that provide shade or shelter from the sun, rain an
referable to have’a partial enclosure and whenever it is available it should have enoug
e detectable’byanyone. It should also have well-designed seats and sciatic supports.

ransport service inside it (e.g. stop number, lines, timetables) in an accessible way

place of such

sing certain
y apparatus,

stops, taxis

departs or

provided, at

rated on the
to achieve a

bf lateral or
the shelter

wind. It is
contrastto

tion on the
(i.e. visual,

g)

Tactite floorimg at the Stop cam be used to faciiitate its focation and to indicate a wa

ning in the

gap between the fixed surface and the vehicle. This tactile flooring should conform to the relevant
clause on TWSIs of ISO 21542 and to ISO 23599.

h)

On platforms, bus stops or taxis stops or other waiting bays for small public transport vehicles,

where the wait is usually shorter, there should be sciatic support elements at various heights.

For taxi stands, there is often only one location signal with information, such as a phone number.

If this is the case, they should conform to all the indications given with regard to their location,
signage and the provision of information to ensure accessibility.
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6.6 Transportboarding and disembarking features

6.6.1 General

The gap between the fixed and mobile element (platform and means of transport) is often a key element,
along with the transport link and the connection to the point of boarding and/or disembarking.
Accessibility of moving elements of transport is essential to ensure people with disabilities can access
the transport in a safe and dignified way.

Signalling with colour-contrasted tactile flooring pavement, placed along the edge of platforms in
the case of train stations, trams and metros and on the edge of the boarding areas at bus stations, is
essential to warn in a visually and tactile manner about the risk of falling.

Means of transport that allow or require the passenger to operate the doors at requested, 'stopq (e.g.
bus, metro) should have audible and visual signals on doors.

The width of the doors should allow for the comfortable transit of all travellers.

The followipg information focuses on the accessibility of boarding and disémbarking featurgs in
different mgans of transport and the relationship between the infrastructure.and the vehicle.

6.6.2 Airg¢raft

The boarding and disembarking of aircraft passengers should be“done through a telescopic bridge
(limiting the degree of slope as much as possible), directly from the boarding area to the plane.|This
route should have the same features as any other accessible route; especially with regard to the signage
and lighting]

In the abserjce of such a passenger boarding bridge, meehanical lifting equipment or ramps should be
used to proyide access to the aircraft for passengers with mobility impairments.

Adequate management and transport of passéngers’ wheelchairs, assistive device(s) or medical
equipment fo be used when arriving at their.destination is a key point of the service of the airlin¢ and
whoever manages the AST and/or baggage-services of each airport shall take special care to avoid
damage, los$ or the impossibility of using:them upon arrival at the destination.

Where the dircraft is accessed through-a passenger bridge, people shall be able to use their own manual
wheelchair pr other personal assistive devices up to the door of the plane and receive them back gt the
door of the plane upon arrival.

Airline systems transmit information about assistance needs by using four-letter codes. These dodes
identify pasgengers withdifferent disabilities (see Annex H).

Passengers fakingmobility aids will need to provide information on its size and weight and the type of
battery instplled\if-any. Batteries shall be isolated prior to loading.

6.6.3 Traim

For the boarding or disembarking of train passengers, there should be no height differences between
the platform and the train threshold.

When there is a difference between the height of the entrance of the car and the platform, there should
be ramps, portable lifts or platforms on the rolling stock, to be used by the railway company staff or
staff belonging to the the station operator.

6.6.4 Metro tram

In order for the boarding and disembarking of the carriage of a metro, tram or similar means of
transport to be accessible, the floor of the wagons should be at the height of the platform. When there
is a space between the carriage and the platform (e.g. in curved stations), at least one carriage from
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each convoy should have a board or electro-mechanical surface that bridges the gap to allow the transit
without the possibility of accidents. When these circumstances arise, the access point to the accessible
carriage should be marked on the platform.

6.6.5 Buses (urban, interurban and tourist)

To allow passengers to board and alight buses (urban, interurban and tourist), a differentiation has to
be made between raised-floor buses, which should be provided with a lifting platform, and low-floored
buses, which should have a ramp for persons who cannot climb stairs and for persons that use assistive
technologies to access the vehicle.

Vehi¢les should Incorporate adequate handralls on doors to help all people maintain their o alance.

6.6.4 Ship and boat passengers

The |boarding and disembarkation of ship and boat passengers for either:urban or| interurban
trangportation should have, for example, gangways, ramps and piers that conform to the|appropriate
techpical criteria, where appropriate, allowing for the safe boarding and-disémbarking of|passengers.
The (difficulty is in minimizing the height or distance gap between the pier and the[boat, when
accoynting for the movement of water and frequently a wet floor or deck.

6.6.7 Taxis or small vehicles

Boariding and alighting from commonly used taxis or small vehicles is not possible for many people
with|disabilities, therefore a sufficient number of these*should be adapted using specifig criteria, so
that they can be used by any person.

6.7 | The interior of vehicles

Areafs with clamping systems, fastening systems or both should be reserved for wheelchajr or scooter
users on buses and trains. Seats should‘also be reserved for persons with other mobiljty needs or
perspns who wish to transfer to a seat'from their mobility aid. All these spaces should have handholds
as well as stop and emergency call buttons.

Consfideration should be giverrto the location, contrast, height and design that allows the adequate
reach and use of the differént services, such as ticket detectors, handholds, bars and hapndrails, and
door{openers.

Trangport companies_siiall accept assistance dogs. The interior of vehicles should have pasgenger seats
that provide enough floor space for a guidance and assistance dog to lie down.

Althgugh there\are no specific regulations on the conditions of on-board accommodation of passengers
with|assistane€ dogs, or of dogs themselves, it is necessary to consider some recommendatipns and best
practices to provide a safe and comfortable trip.

Whe tho unhicla hactilnte (W g A A +rni) i ch a1 ‘-v\nln

do cam
He- Ve eea s tohets 68— o0ha iy e SotheeHae

Fay aIAIon
SUTTIIC—Vvv T

etoilets and be

located near to spaces reserved for wheelchair users.

Airplanes should have an “on-board aisle chair” that allows passengers to use it (even if it requires
assistance) to be able to move from their seat to the toilets. If the interior dimensions of the aircraft
allow it, the airplane should have at least one toilet larger than the others, in which passengers with
mobility impairments can make transfers to the toilet from the on-board chair.

For maritime transport, there is a differentiation between large ships, which function more like
accommodation buildings that have their own food catering and leisure services, and smaller urban
and interurban vessels and tourist watercraft. In the first case, the same criteria and technical
recommendations for interior accessibility should be considered as in a housing-type building with the
services it includes. In the case of small boats for excursions or other services, they should make the
specific adaptations whenever possible.
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Other aspects that should be considered for the improvement of accessibility of transport vehicles are
the proper location and design of:

seat numbers if they are assigned, so they can be perceived by everyone;

the priority seats for use by persons with mobility or communication disabilities and, where

applicable, for the areas designated for those who use wheelchairs or scooters and for those with
assistance dogs;

horizontal and vertical handrails;

call buttons and door-opening buttons;

a)
b)
c)
d)
e) areasrg
f) audiovi
g)
indicatqg
location
h) the infg
audio, p|
6.8 Road
Road design

On main rod
facilities an
everyone, in

Petrol statid

7 Urban|

7.1 Gene

Urban spac
to use the y
tourism des|

This clause
spaces, whe
streets and

bual services offered on long journeys, with captions and audio description;

served for the storage of luggage;

rs (i.e. panels with itinerary) that provide information about, for €xample, stops
s along the route, if possible with an induction loop system;

rmation on the services inside the vehicle or about tourism, irdkvarious formats inclu
aper, Braille and large print.

infrastructures
and resources affect those who travel by car, taxi, bus or similar means of transport.

ds, particularly on toll roads, there should be rest areas at regular intervals, equipped
l services, such as car park spaces, furnitune, toilets and emergency phones, accessib
particular for travellers with disabilities:

ns shall consider including similar services for people who require them.

and rural tourist spaces

ral

e is a fundamental-environment in accessibility in tourism, since any destination 1
rban space as amjintermediate space for access to tourist buildings, to transport or
tination itself;

Lher intcities or rural areas, in particular with regards to urban planning, characterist
hrbanfurnishings, squares, parks and urban beaches.

when providing further information on a bus or metro line, it should have, light and audible

and

1ding

with
e for

eeds
as a

focuses on the recommendations and requirements which enable access to urban tqurist

cs of

7.2 Pedestrian tourist routes

7.2.1 Gen

eral

The design of pedestrian routes in a tourism destination shall consider the accessibility characteristics
of any pedestrian route in the urban space, taking as reference the existing regulations in each place.
It is necessary to address in the pedestrian routes horizontal circulation, level changes, public services

and pedestr

38

ian spatial orientation.
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2 Exterior horizontal circulation

2.1 General

The design of pedestrian areas shall consider at least one accessible pedestrian route

to reach any

point of tourist interest, or service for tourists (e.g. access to accommodation, transport).

The streets shall incorporate all detailed requirements for accessible routes, spaces cir
accessible pedestrian routes and pavements, as indicated in 4.5.

2.2 Circulation spaces and accessible pedestrian routes

culation and

ylating, crossing and manoeuvring for all pedestrians (e.g. people with visionimpai

dq

e shall be aligned in an orderly manner and without interfering with the clear pa

Umbrellas, awnings) that invade accessible routes shall be avoided.

4.3 Surface materials and pavements

ronditions and be maintained free of snow, ice, leaves.or any other element that ma
ult. Likewise, the arrangement of grids and drains‘prevents the formation of pudd]
a size that does not hinder the passage with a wheelchair or cane.

2.4 Pedestrian crossings

f

ollowing requirements and recommendations apply:

limings should be optimized according to pedestrians’ crossing speeds.

risible by all pedestrians.

edestrian crossings shall have level access with a kerb ramp or a raised road crossi
juitable transversal and longitudinal slopes) to enable all individuals, including peo
heeled mobility devices, parents with pushchairs and those with walking difficulties
roadway.independently, easily and safely.

actileewarning to alert people with vision impairments should be provided across th
fhe flush surface where there is a dropped kerb or a raised road. If the pedestrian cr

5sible pedestrian routes shall be of sufficient width and height to guarantee the, p
issistance dogs, persons using a wheelchair). The urban elements in the accessiblg

strian clearway. In commercial areas, obstacles (e.g. signage, products-for-sale, table

ment weather (e.g. rain, ice, snow) shall be considered inthe accessibility of the pay
bct to slip resistance and ease of walking. Therefore, the pavement should be non-s}

edestrian crossings shall have adegquate width to allow two people to cross the roady
§ide or to pass each other easily-dnd safely and without unnecessary delay or hind

edestrian crossings shall-be suitably located and clearly marked and without obst

ossibility of
rments who
pedestrian
tsage of the
and chairs,

rement with
ip in dry or
kes walking
es and shall

vay side-by-
ance. Signal

acles, to be

hg (e.g. with
ple who use
to cross the

e full width
bssing is not

Where necessary, audible signals on traffic light status should be provided for people with vision

impairments.

Where visual crossing signals are provided, they should be supplemented with audible

7.2.2.5 Bicycle lanes

signals.

Bicycle lanes should have a separate section from the pedestrian route and they should not prevent
the use of available furnishings and facilities (e.g. bus stops, kerb ramps). Although there are various
criteria for priority, according to different countries, pedestrian accessibility and safety should be
ensured.
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7.2.3 Level changes: stairs, ramps, lifts

7.2.3.1 Stairs and ramps

In addition to the requirements included in 4.5, the following specific considerations apply for exterior
routes:

a) External ramps and their approaches shall be properly drained to avoid water flowing down the
ramp or accumulating on landings and approaches.

b) A drainage grating that is within the boundaries of a ramp shall be set flush with the surface and

shall hayverarrow opemnings, perpendicutarto the pedestrianm patirof travel, toavoid discomfort or

trappin

Ud

c) The sunface materials used for an external ramp should be durable and easy to maintain| and
should Ipe slip-resistant when wet, to allow for rain and other environmental factors:

d) The material of handrails provided for external stairs or ramps should have low heat-condufting
propertiies to avoid discomfort when grasped by users.

7.2.3.2 Mgchanical elements to overcome level changes

The design ¢f escalators, travellators, lifts and lift platforms shall consider all detailed requirements in
4.5. In additjon, local or country codes can apply.

7.2.4 Proyisions and public services in pedestrian touristroutes

7.2.4.1 Sitting areas

Along tourist routes there shall be resting areas_awailable with suitable seats (e.g. height, backrest,
armrest) and protection zone (e.g. rain, sun, wind, snow).

7.2.4.2 Public toilets

Public toilets shall be promoted to facilitate their use by tourists. These toilets should be accessible (i.e.
easy to locafe and use) and should have the dimensions and characteristics to facilitate the use of any
person, reggrdless of their capabilities (see 4.5.17).

7.2.4.3 Tqurist information points

There shoulfl be touristinformation points in the main points of the city. These spaces shall be accegsible
(e.g. location, step-free) ' manoeuvring space, a counter, visual and acoustic information).

7.2.4.4 Otherprovisions and public services in touristic streets

In touristic areas there are many elements of urban furniture, such as kiosks, public telephones,
vending machines, ATMs or ABMs, litter bins, waste containers, post boxes, drinking fountains, terraces
and sunshades, and these shall respect the clear space along the route and have accessibility features
(e.g. height, space of use, devices, instructions) that allow easy use by any person, even if they are not
familiar with its use.

7.2.5 Accessible urban wayfinding systems for tourists

Various criteria for pedestrian orientation in tourist areas can be found in 4.5. In particular, the use of
specific accessible elements in the urban environment, such as urban maps, directional signalling for
pedestrians of points of interest, lighting and illumination and pedestrian routes, should be promoted.

Accessible phone applications that provide information about the accessibility of, for example,
washrooms and restaurants can also be used.
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Location maps at specific points on the route should be provided with indications about the pedestrian
paths, spaces, distances and accessible services, or to specify the accessible route(s) and current

location.

7.3 Specific considerations in special tourist areas

7.3.1 Surroundings of points of tourist interest

The surroundings of tourist attractions (i.e. nearby museums, monuments, stations, hotels, beaches)
are areas of greater influx of tourists who will possibly not be familiar with the city, so accessibility of

some alamantc ~nd Spaeces challbatalban intn acnnint ot ]alg.

................................................ —partictarhs

a) the reservation of parking areas and reserved space(s) for people with redueed mobility and
¢ontinuous and safe routes for pedestrians;

b) ¢onnections with public transport and the provision of areas of connection to public transport,
yhich shall have simple and precise information of the services that are\provided there, such as

estinations and schedules;

c) outdoor signage with indications of the pedestrian routes to go'to’ or return from the points of
interest in the city (e.g. urban centre).

7.3.1 Tourist routes in heritage sites

7.3.2.1 Historic city centres

In miany tourism destinations the historic centre_of“the city is one of the most visited

pres
and 1

a)

b)

d)

ents more accessibility difficulties for visitors, For this reason, the following specific r¢
ecommendations apply:

Pavements shall have sufficient clearwidth for a person and a wheelchair user to pass.
possible, the possibility of pedestrianization (i.e. restricting street access to pedestri
ghared space should be studied.

The accessible pedestriap~route shall be flat, avoiding the use of cobblestones o
pavements with separaté pieces. If this is not possible, one solution can be to provide
ith the joints between.the cobblestones levelled to facilitate the passage of wheelch

flippery, in eithef-dry or wet conditions.

[n complex_itineraries, the directional signage and signalling of the main points of
f referencelshould be reinforced, in order to facilitate the orientation of tourists an
peoplefrom getting lost.

hreas, but it
pquirements

If this is not
ans only) or

I individual
a flat route
airs or baby

ftrollers, as well ascavoiding stumbles and falls. It should also be ensured that the syrface is not

nterest and
1 to prevent

e facilitated,
os (public or

private) that provide services to people with disabilities should be allowed (i.e. even in restricted
spaces). In addition, the proximity of public transport stops should be facilitated without having to

walk long distances.

7.3.2.2 Archaeological sites

In excavations or archaeological sites, the area that can be visited should be accessible in its entirety
with an accessible itinerary (see 4.5). However, great care should be taken not to damage the very
features which render the site an attraction in the first place.
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The following should be considered specifically:

a)

b)

<)

Route accessibility means that steps and ramps with a steep slope should be avoided. The route
shall have a suitable width for the passage of two people or the manoeuvre of a wheelchair, and in
addition it shall have lateral protections (i.e. guards) when it is necessary, without obstructing the
view of archaeological remains.

Steel grating floor materials should be avoided as a cane, crutch or shoe heels can become caught or
hooked, resulting in potential falls. In addition, such flooring can cause vertigo problems.

The site should be well lit in its entirety during opening hours, whether day or night.

7.3.2.3 N:Ltural parks and historic gardens

Natural envjronments that are tourism destinations have an added difficulty in terms of mdintenance.
Some elements that should be considered specifically include:

a)

b)

7.3.3 Tourrist routes in shopping streets and leisure and catering areas

Vegetatjon, including the location and size of branches (i.e. have a periodic pruning plan) shoufld be
taken care of to avoid posing an obstacle along the route. Likewise, the pregence of plant elenpents
that poge a difficulty on the road shall be addressed (e.g. slippery leaves, bfanches or fruits that can
be tripped over).

Weathel can impact on the accessibility of routes. Pedestrian sretites should be reviewed and
conditigned to ensure accessibility after a rainy season, to avdid“the presence of bulges, rynoff,
puddles, or any deformation or circumstance that hinders passage.

Waterside environments such as beaches, marinas and’quays have specific requirements to
ensure pccessibility. See 8.4.2 for more information rélated to maritime and beach featureg and
requirements.

In streets gr commercial areas of tourism destinations, large numbers of people and element$ can

hinder accegsibility, so in these areas the following should be considered:

a) Signage|should be ensured, so thatithere is always a reference for tourists to be guided, regarfless
of the nimber of people and elements.

b) Commercial elements, including elements within stores (e.g. menu information, sample prodiicts),
should e arranged so that.they are easily detectable and do not pose an obstacle to tourists.

c) Access fo stores is important for everyone; stores with steps should be avoided. In addition, stores
with confusing or difficult identification should be avoided.

8 Leisurle activities

8.1 General

For all activities, regardless of where they are undertaken, the service provider shall meet the
requirements and consider the recommendations as follows:

a)

b)

42

There should be a ticketing and pricing policy that offers the same opportunities for all clients.
When the main experience cannot be adapted for safety or security reasons, an alternative
experience should be provided, according to the ticketing and pricing policy.

The service provider shall offer a way of contacting the persons responsible for the service for any
enquiries (e.g. information desk, manager call).
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All policies regarding access, restrictions or limitations on services (e.g. priority, animal policy,
assistive devices, lending equipment, showing identification) shall be available to the audience
online and onsite and shall be clearly displayed.

Persons with disabilities will possibly be travelling with a personal or care assistant, assistance
dogs or both. Service providers shall not refuse to provide service to persons with disabilities
travelling independently.

Information about accessible transport to get to the venue, other accessible spaces and services in
the tourism attraction should be given online and onsite.

alarm clocks
or Deaf persons is necessary for the activity to be enjoyed. The provision of and inforphation about
uch devices and products shall be available at all tourist services where required:

q

all also take

into tonsideration those established in 4.2, 4.4 and 4.5.

For [activities connected to a means of transport (e.g. bicycles, Aour boats, toufrist buses),
recommendations shall be established as described in Clause 6.

For qutdoor activities such as sports and hiking, the requirements angrecommendations egtablished in
8.4 on natural or outdoor activities shall be considered.

8.2 | Cultural tourism

8.2.1 Museums, exhibition halls, performance cefitres and buildings of tourist inter¢st
Musgums and buildings of cultural interest, including stadiums, factories, skycrapers, theme parks,
monyiments, city centres or any attraction that has something to experience, discover o1f learn, have
alwalys been iconic centres for tourists.

Besidles ensuring accessibility of the builtenvironment, it shall be ensured that the contentfis accessible
and that it is presented in different formats. The information and sensory experiences shall pe conveyed

to each person in a manner in whigh it can be understood and perceived.

The s
expe

To e1f
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ervice provider shall offer-an alternative to persons with disabilities that allows thenp to enjoy an
rience through activitiesand services provided periodically or on demand.

sure accessibility ef content, the following measures apply:

4

q

\dvertisemefits'Should address a wide range of people, by using different formats (e.g. ¢
ign language videos) and involving different stakeholders.

basy to read,

Booking.or reservation services should be provided in a manner that is accessible for

isabilities and provides an equitable level of service.

people with

Accessible and educational programmes should address different senses.

Intellectual, cultural and language barriers should be avoided. Museums should take into account
multiple intellectual levels and share their knowledge in different ways.

Information should be given in alternative formats (e.g. acoustic, visual, tactile).

Museums should allow artefacts to be touched whenever possible, or should make scaled models,
replicas in 3D or educational sheets in relief, identifying the content of the original. For the position
of tactile objects (e.g. plans, exhibits) in highly frequented museums, it should be considered that
experiencing them needs time and a quiet environment. Succinct information in raised tactile letters
and Braille should also be provided.
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8.2.2 Cinemas, theatres, concert halls and auditoriums

8.2.2.1 Cdncérning information and reservations

High contrasts between exhibits and their backgrounds should be used, and there should be an
opportunity to look at them from a short distance.

Information in exhibit label text should be suitable and accessible in terms of location and design
(e.g. height, text size, contrast, raised tactile letters and Braille).

Hearing-enhancement systems should be provided to assist hearing-aid users during tours,
workshops or events (e.g. induction loops, FM systems or neckloops and radio receivers).

Services in sign language should be provided. Videos in sign language can be used in permanent
exhibitions.

The furnishings, especially glass display cabinets or cases, should be ergonomic. People standipg or
seated 3t different heights shall have a good view of the artefacts.

Technological resources should be offered, such as audio guides and video guides-that are| also
accessibile with regard to their manner and operation and their communicatiop,resources [with
audio de¢scription, closed captions and sign language, where appropriate. Content'available over the
internet may also be included.

The devielopment of ICTs, informational panels, interactive screens and internet applicationd (e.g.
IR, NFC| two-dimensional codes such as QR codes) should be equally @ccessible to all peopl¢ and
should ¢onform to the technical requirements of ISO 9241-20 and EN/301549.

If interdctive games for children are offered, they should be accessible.

Guides $hould receive awareness-raising training and have kiniowledge about the usage of facilities
for people with disabilities (e.g. induction loop).

Cooperdtion with organizations or experts who repgesent the interests of people with disabillities
should be established.

Appropriate lighting shall be guaranteed. Reflections and disturbing glares at different eye hejights
and angles of view shall be avoided.

Informdtion (e.g. brochures, publications) about the exhibition and the artefacts shall be offeried in
different formats (e.g. simplified itifieraries, simplified and concise description of the exhibitiofi and
the artdfacts, large-print guides-with high contrasts for permanent galleries, publications in qudio
format)

In placds expected to be ‘erowded, noisy or both, there should be a quiet space or rest room for
people With disabilitiesor people who need to rest.

Information about cinemas, theatres and auditoriums as well as their programmes shall be provided
in different and accessible formats.

To ensure the accessibility of reservations and booking of tickets, different options shall be provided
(e.g. via websites, in person).

8.2.2.2 Accessibility of spaces

44

Service providers should ensure the provision of accessible reserved spaces in all rooms.

The specific location of the reserved spaces shall be determined based on the criteria of equality,
without reserving any areas with low or zero visibility or impeding circulation areas, taking into
account the visibility of other people who are behind them.
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— The service provider should integrate accessible seating (i.e. used by wheelchair users) with other
seats.

should be movable.

reserving adjacent seating.

8.2.2.3 Accessibility of the content

8.2.2
|

ystems, able to be selected voluntarily by those who require them.

udio description and closed captions may be broadcast live or pre-recorded and
evices made available inside the premises.

udio description can also be received via mobile devices belongingto the audien
Iternative is to provide an audio introduction that, as a minimum, establishes
resentation and the context of the performance.

Translation in sign language should be provided on demand.

.4 Additional services or facilities

n places expected to be crowded, noisy or both, there should be a quiet space or r¢

people with disabilities or people who need to rest:.

finside the cinema, theatre or auditorium other'services are provided, such as cafeteria
ireas, dressing rooms and toilets in backstage areas (used by persons involved in a p¢
hese shall follow the general requirements in Clause 4 and the specific ones in {
ubclauses.

To allow wheelchair users to transfer onto a seat, the armrest of the seats at the end of the row

To avoid isolating the person who requires the reserved space, there shall be the possibility of

description

tonveyed to

ce. Another
the type of

st room for

s or parking
rformance),
he relevant

8.3 | Cultural heritage buildings;-monuments or sites

8.3.1 General considerations and planning for accessibility

Cultyral heritage landscapes, sites and buildings have particular features and, for mogt countries,
speclfic regulations with-regard to their preservation. Improving their accessibility requifes planning
and jongoing management to respond to changing needs and to ensure that improyements are
maintained. Stafftraining, accessibility awareness and good management can complement|the physical
interjventions,

Accepsiblityvinformation regarding cultural heritage landscapes, sites and buildings shall follow the
requjrements of 4.3.

The surroundings (e.g. paths, resting points, activity areas and viewing points) of a heritage site and the
setting for a heritage building or monument should be accessible, without compromising the character
of the heritage site.

Requirements and recommendations for accessibility of transport, approaches to the site, access,
circulation routes, equipment and furniture, communication and safety shall follow the range of
requirements given in 4.5.

Whether newly built or adaptated from existing structures, facilities such as cafes, education centres
and toilets are part of the visitor experience and shall be accessible.
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visit information

8.3.2.1 General

The diverse needs of people with disabilities should be considered when preparing and publicising pre-
visit information that is specific to heritage sites. This information is essential to ensure that people
with disabilities are aware of which parts of the site have limited or no accessibility.

8.3.2.2 Requirements

to accessibility and usability of the site by a wider range of users:

a) the proyision of accessible information on how people with a range of different disabilities arq able
to access and journey through the site;

b) highlighting to what degree different parts of the cultural and heritage sites\are accessible to
people yith different kinds of disabilities.

Additional requirements with regards to the communication of information and the design| and

developmenit of an accessible built environment are addressed in 4.3 and 4.5, respectively.

8.4 Natural or outdoor activities

8.4.1 Accessibility of natural environments

8.4.1.1 General

In contrast [to urban environments, natural or rural*spaces or non-urban areas do not always |have

continuous,|accessible pedestrian routes. Motor ¥ehicles, including those that can carry wheelghair

users, will dlso possibly have limited access to some rural environments. The most important element

of the routq is, in many cases, the naturalterrain with its specific characteristics, according tp the

topography|and the orography in question. The route may be on gravel or crushed stone or on natural

surfaces sugh as grass or soil.

Tourism is pecoming more frequent)in natural environments and the need to improve accessibility

should takelinto account the need to preserve these. Any intervention shall be carried out with regpect

towards the environment.

Up-to-date information pmn\the state of maintenance and conservation, especially of roads and nafural

routes for public use, shall be available. This information can be given by the staff of the park of the

guides who pccompdny Vvisitors, so as to ensure comfort and safety.

8.4.1.2 Accessible pedestrian routes in natural environments

a) Accessible routes:

— should have stable and continuous solid ground (i.e. an obstacle-free space to circulate) by
providing accessible alternatives for existing uneven sections (e.g. boardwalks, crushed gravel
or pea-stone);

should also provide sufficient signage and lighting, warning and protection systems at

crossings and guiding elements, especially where there is an alternative accessible route for
some sections;

shall provide continuity (e.g. in natural environments, where there have been interventions to

make them accessible, there cannot be inaccessible sections once a person commences along

the

46

route);

© ISO 2021 - All rights reserved


https://standardsiso.com/api/?name=858bb8ab72f1309276b4cac675a216c7

b)

d)

f)

g)
h)

j)

k)

D)

© IS0 2021 - All rights reserved

IS0 21902:2021(E)

— shall provide details on the itinerary, before starting the route, to avoid any risks or accidents.

A recreational trail shall have at each trail head signage that provides information on the length of
the trail, the type of surface of which the trail is constructed, the average and the minimum trail
width and the average and maximum running slope and cross slope and warning about possible
dangers or dangerous points along the trail.

It should be ensured that the accessible routes are the same as the general ones, so as to avoid
unnecessary segregation.

The surface of the paths and the materials used will determine, to a greater extent, the degree of
their accessibility The surface should he:

firm and consistent;
regularly maintained;

sufficiently compacted and adequately treated (e.g. with a drainage“system that evacuates
rainwater to prevent the pavement from losing compactness); when loese pavements or crushed
gravel are used, they should provide a degree of compaction greater than 90 % (in modified
Proctor compaction test);

smooth, homogeneous with no bumps or protrusions, especially in the case of surfaces that are
formed of several sections or various types

made of materials following the features of the natural area.

Pavements shall be safe and accessible and offer’a continuous, natural, durable, fon-slippery,
yaterproof and environmentally friendly surface:

For wooden walkways or bridges, plankssshould be placed perpendicular to the
movement, without gaps, being perfectly-flush with the ground and treated with a sur
flo prevent slipping. On both sides of the walkway there should be a safety baseboard t}
4 guide and prevents wheels fromleaving the path unexpectedly.

shall be ensured that paths,and trails have a minimum width and height free of obstz

here a recreational trail is constructed adjacent to water, ledge or a similar drop-
hall have edge protection that is an elevated barrier that runs along the edge of the
rail in order to prevent users of the trail from slipping over the edge. The edge protec
esigned so as not'toimpede the drainage of the trail surface.

oundaries should be defined in the routes to facilitate their use. Although it is more
or rural enVironments, several resources can be used, such as installing raised edges
r logs ora/line of large stones that remain stable.

n relation to the slopes, wherever possible, the routes that run along smooth slope

direction of
face coating
\at serves as

cles.

bff, the trail
recreational
tion shall be

complicated
with boards

s should be

séd. Alternative routes (e.g. zigzagging) will often have to be created. Frequent rest

areas along

steep slopes should include supports, such as handrails, or enable means of transport or assistive
devices. Information that indicates the features of each area shall be provided so that each tourist
is aware of any existing difficulties and can make a decision whether or not to follow an itinerary.

Maintenance, which is always required, shall be done for routes through natural environments
subject to weather conditions and the transit of and use by animals.

Where applicable, guides can monitor pedestrian routes through different means:

— guides or park managers can perform daily checks for major obstacles; incidents reports shall
be filled out as well as reported to the supervisor relating to obstacles or potential safety issues
on the route;
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— where applicable, there should always be a guide both in the lead and behind the tourists on the
path to ensure safety at all times.

m) These accessible routes through natural environments should conform to the same features, by
adapting their implementation to the type of place or climate.

8.4.1.3 Protected natural spaces

The use and enjoyment of natural protected spaces should be compatible with the preservation of the
variety, uniqueness and beauty of natural ecosystems and the landscape. Legislation regulates the
management of these environments and the interventions that can be carried out in most countries.
Because of t
limited. Eve
all (see Ann{

eir nature and due to legislative restrictions, the possibilities of providing accessibilig
h so, their design and modifications should take into consideration the criteria on desig
bx A) and accessibility, allowing them to be enjoyed by a greater number of people.

To ensure that the landscape of a protected natural space that forms or is part of a toutism site c4
accessible a

a)
b)

<)

d)

e)
f)
g)
h)

)
j)
k)
D)

m)

the proy

the proy
and traf

the pro
movem(

the pro
picnic t

the proy
the proy
the proy

the proy
boardwj

the use
the proy
the proy

the morn

nd usable by a wide range of users, the organization shall take into account“the followi
rision of accessible paths, routes and trails in keeping with the chardacter of the site;

rision of benches and chairs with arms and backs at frequent rest points along paths, r
Is, set back so there is no obstruction of other users;

yision of areas adjacent to rest points that are wide, fldp ahd smooth to facilitate ea
Ent;

vision of picnic areas with wide, level routes; with furniture set at various heights;
hbles reserved for people with disabilities that provide a forward approach option;

Fision of shelters, appropriate to the site’s character, at rest points;
rision of handrails, appropriate to the site’s character;
rision of tapping rails for vision impaired visitors;

Fision of access to rougher orless firm terrain over short distances with different tyg
alk and other sustainabletrail solutions;

pf alternatives to loose gravel for paths, routes and trails into the natural landscape;
rision of boardwalks’that are covered in materials that reduce slipping in damp areas;
Fision of tactileterrain markers at regular intervals or at points of interest;

itoring-and'regular maintenance of paths, routes and trails;

y are
n for

N be
hg:

utes

se of

with

es of

the rengar maintenance of lawns and grassed areas.

8.4.1.4 Common provisions for natural parks

8.4.1.4.1 \Visitor interpretive centres

These spaces are commonly built in natural environments. See 4.5 and 8.2.1 related to the design of the
built environment.

8.4.1.4.2 Wildlife observatories

The creation of these observation spaces should be compatible with accessibility criteria and, whenever
possible, they should conform as much as possible with the following:
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Ensure levelled access or ramp access to the platform when this is built above the natural landscape.
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people possible.

example, people of various heights, children and wheelchair users can observe.

Design routes along paths or tracks commonly facilitating the approach for the greatest number of

Incorporate observation areas (e.g. windows, viewing portals) at two different heights, so that, for

Do not include furnishings that hinder the act of observation and make the existing ones available

to persons who need them, such as raised drawings of animals or 3D models, buttons that allow
listening to the sounds emitted by each species, or that release odours or other similar solutions.

8.4.1.4.3 Viewpoints

Requ
routg
and 4

Ther
the 1
barr
view|

8.4.1

Spec
bath
then
roon
outo

In orf
shall
disal
such

8.4.1

This
it ca
bung
spor

Acce

irements for accessibility features shall be met wherever possible, for both parking-are
s, together with the dimensions of the obstacle-free spaces at the viewpoint, ifi ‘tHei
ignage, especially those that are interpretive.

e should be accessible alternatives to the routes for the usual changes of level at viewp
amp or lift design respects the landscape and prevents falls. They §hould have st4
ers put in place that are non-scalable and at a sufficient height to €nsure safety, allo
5 to be contemplated by people of different heights, children and wheéelchair users.

4.4 Educational camps

al care shall be taken with accommodation and activities§ especially in guest rooms, d
Fooms, changing rooms and classrooms. In the case.0f dormitories, if it is not possil
to be accessible, at least a certain percentage of them should meet the requirements fi
1s. The same applies for the toilets and changingtooms, while the other provisions for

f activities should be accessible.

der for staff to perform activities targeting children with different abilities and capa
have the appropriate skills for teaching;-organization of activities and care needs of g
ilities, in order to develop an appropriate programme. There shall also be assistive t
as adapted sports equipment.

4.5 Camping

form of accommodation-is characterized by its relationship with the natural envir|
h be found in a variety of options, including camping tents, campervans, caravans
alows. There is also-a wide variety of associated services, such as cafés, supermarket|
[ing areas and¢pryogrammed activities.

5sibility shall” be ensured in at least some guest rooms and, if possible, in campin

cam

ervansiThe same applies for the toilets and changing rooms, while the other provis

carrying outof activities should be accessible.

8.4.2

as and along
r provisions

bints, where
ible vertical
ing for the

ning rooms,
ble for all of
r accessible
the carrying

bilities, they
ersons with
echnologies,

onment and
cabins and
s and shops,

g tents and
ions for the

A slailids h \
ACCTSSIUTIITY UIINoTATIITS

8.4.2.1 Access to the beach and seafront promenade

In urban beaches or those with a large number of visitors, there shall be accessible public transport to
get there, and enough provision of car parking spaces reserved for people with reduced mobility.

Along the seafront promenade, at least one accessible route shall be provided, exclusive for pedestrians.
It shall have enough provision of banks and seats, if possible of different types, and if it has different
levels, they shall be connected by ramps.

© ISO
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8.4.2.2 Accessible beach point

In urban beaches or those with a large number of visitors, at least one accessible beach point should be
provided.

The accessible beach point shall at least:
— have information about the facilities and accessible services of the beach;
— have an accessible shower;

— have an accessible toilet;

— have an|accessible route from the entrance to the water;
— be nearfthe lifeguard post on the beach;

Also, this acfessible beach point should have:

— arest afea with shade and a firm pavement;

— accessiljle drinking water;

— persondl assistance services for bathing or swimming;

— mobility equipment available for bathing or swimming, such a§ amphibious chairs, amphibious
crutchep or beach wheelchairs.

8.4.2.3 Agcessible walking routes on the beach

Accessible yalking routes shall be continuous from.the seafront promenade to the water’s gdge.
They shall Have proper slopes and no rungs. Their sutrfaces shall be wide enough, with stable wojoden
boardwalks|or paved paths and without projections that make walking difficult. Their edges shall be
contrasted fo make them easy to identify and sheuld take into account the change of water level{with
the tides.

8.4.2.4 Adgcessibility services for bathing or swimming
Some accesqibility services, such as the following, can improve beach autonomy for many visitors:

— Bathing or swimming serviees for people who are blind or have a vision impairment [e.g. seryices
such as|Audioplaya® (Spain) and Audioplage® (France)?)].

— Loan sefvices of afyphibian crutches or beach wheelchairs.

— Informdtion .about the availability of personal assistance services for bathing or swimming,
including time schedules and times of the year in which this service is provided.

8.4.3 Accessibility in adventure tourism activities

Prior to an activity, all of the risks associated with the activity shall be communicated in an appropriate
manner to the participant and confirmation received that the information presented is understood. If a
waiver of liability is applicable or required, it should also be presented, clearly explained and confirmed
to have been understood prior to an activity.

Furthermore, prior to the activity, safety instructions and hands-on instructions on how to perform
the activity shall be given. Guides should have all participants perform the activities in advance, to a
level they feel demonstrates that the participant has understood and is able to safely participate in

2) Audioplaya® and Audioplage® are example of suitable products available commercially. This information
is given for the convenience of users of this document and does not constitute an endorsement by ISO of these
products.
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the activity. Messages can be better understood and communicated cross-culturally through the use of
various modes of communication (e.g. speech, demonstration, illustrations).

See also 8.1 and ISO 21103.
8.5 Shopping

8.5.1 General

This subclause addresses the full range of retail outlets from small shops to large department stores,
supermarkets, shopping centres and retail parks

Custpmers should be able to receive information and communicate with staff, to examinge nLerchandise,
including trying on garments, and to make purchases or payments.

In th
and s

e event of an emergency, customers shall be guided to facilitate evacuation-efithe prenj
afely.

ises quickly

8.5.71 Physical access to the premises

Acce
area
shall

5s requirements for the built environment in general should bé)considered regarding
5, car parking facilities, setting-down points, public transpdrt connections and app
conform to 4.5.

r pedestrian
roaches and

Reta
allow
prod

disabilities,
the desired

1 businesses shall ensure equal and safe access for all.customers, including people with
ing them to enter, find their way independently and safely, move around and locate
cts and services that are offered.

Where turnstiles or one-way gates are installed @t entrances, the full range of users that g
should be considered. Where turnstiles or other ticketing control devices are not a
adjadent opening gate with adequate width shall be provided to allow free and clear passage
who [use a wheelchair, scooter or other. wheeled mobility aid. It shall be marked with the I
Symbol of Accessibility.

Single-bar gates designed for ambulatory users can be hazardous both to children, as they
and face height, and to wheelchair users, who encounter them at chest height, and should
avoided.

8.5. Internal circulation

An efficient layoutimakes best use of the sales area and also provides adequate access routes
circdlation.

Custpmerssshould have independent and step-free access to all areas, including goods, disj
roonjs,-Cashiers, customer service points and toilets.

ass through
rcessible, an
for persons
hternational

are at neck
herefore be

for internal

blays, fitting

Circulation routes should have a minimum clear width to enable people to move in both directions and
pass each other with ease and comfort. All access routes should be well maintained, be free of obstacles
and have adequate headroom.

Potential obstructions or hazards should be adequately guarded and visually highlighted.

In multi-storey stores, accessible lifts should be installed (see 4.5.14). The size or load capacity of the
lifts should respond to the anticipated numbers of customers and the equipment they use (e.g. shopping
trolleys).

Independence and freedom of movement should be facilitated either by a wheelchair shopping trolley
or by an assisted service.
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8.5.4 Display areas and storage

Display areas in accessible shops should be as conveniently located as possible for customers using
mobility devices. As many display shelves as possible shall be on an accessible route with adequate
space to allow customers using mobility devices to access goods.

Shop display units, such as shelving, rails and cabinets, should be solid, stable and without sharp
edges. Units should be adequately illuminated and contrast visually with adjacent surfaces to facilitate
identification.

Shelves and displays should be positioned to enable goods to be viewed and selected easily by people at

arange of hnighfc ‘Iicﬂ'\i]ify ofshelves and prndnr‘fc for ppnp]p with a lower eye level should be ens

red.

A vertical d
will ensure

Product cat
especially W

8.5.5 Co

splay arrangement with a proportion of every item for sale on shelves at different he
maximum accessibility.

boories and individual products should be labelled regarding their content or /compos
hen there are products of similar appearance, to facilitate their identification.

ters and checkouts

Where Cou‘:Jrers, checkouts or self-payment machines are provided to view,’exchange or pay for g

they should
left- and rig

When a seri
with reduce
counters pr
dispersed tH

conform to the specifications of 4.5, be wide enough for allcustomers and facilitate
ht-hand transfer of goods.

s of checkouts are provided, at least one of them should:be marked as prioritized for p
d mobility, and consideration should be given to having a dual-height counter or a ser
bvided at different heights wherever possible (see4.5.7 and Annex D). Where counter
roughout the facility, accessible counters shallalso be dispersed throughout the facili

Considerat

At pay cou
appropriate
people usin
member of §

A hearing el
with hearin

8.5.6 Stoj

Where vend
be designed
with sliding

i]:n should be given to providing a place to sitdown near counters and checkouts.

ers, at least one counter with a cash register shall have a part of sufficient length, 4
height above floor level and with.adequate adjacent clear floor space to be accessib
b wheeled mobility devices. Whien“‘there are only self-payment machines, there shall
taff available to assist customeérs.

nthancement system shall'be provided at all counters and payment positions for custo
b difficulties.

age and sales equipment

ing machinés,large refrigerators or other similar storage units are provided, these
to enabletheir use by all customers. For example, front-opening refrigerators and fre
doorsshotld be used rather than chest-type units.

8.5.7 Fittj

Ingrooms

ights

tion,

bods,
both

bople
es of
s are

y.

t the
le by
be a

mers

shall
bZers

In clothes shops, at least one fitting room should have step-free access and enough clear width inside to
provide adequate manoeuvring space for people using wheeled mobility devices. There should also be a
bench that allows resting and transferring from the wheelchair.

8.5.8 Sanitary facilities, baby-changing and toilets

Larger retail premises, shopping malls and retail parks shall provide toilets that are accessible for

people with disabilities.

Baby-changing tables, washing and sanitary-disposal facilities shall be provided in toilets for both men
and women.
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8.5.9 Information and signage

Information regarding orientation and way-finding shall be universally designed to benefit all
customers (see 4.5.21 and 4.3). Customer announcements should be delivered by audible and visual
means wherever possible (see 4.3.3.5).

8.5.10 Provision of wheelchairs on loan

Larger retail outlets should provide wheelchairs or shopping scooters on temporary loan for the use of
customers with walking difficulties while inside the facility.

9 lheetings, incentives, conventions and exhibitions (MICE)

9.1 | General

The term MICE covers a broad range of functions such as exhibitions, conferences, awards[ceremonies,
largd or small meetings, festivals, fundraisers, exhibitions and trade fairs, otutdoor concerts and local
community street fairs.

NOTH ISO 17069 provides information on consideration and assistiveproducts for accessible njeeting.

Key things to consider include:

a) gal obligations;

b) providing information and/or advice on getting to-the event venue;
c) arking provision;

d) Jccessibility of the event venue;

e) the event programme and how to make sure it is accessible;

f) how to ensure everyone is welcomed to the event;

g) ¢ommunications and making-marketing and information provision as accessible as pogsible.

9.2 | Planning of the event

Ensuring access for,everyone requires planning for accessibility at the very earliest stages pf preparing
the ¢vent. It is paossible that all participants at the event will have access requirements, including
atterldees, staffispeakers, performers and exhibitors who will possibly have a disability.

Consjideringaccessibility issues as an integral part of the planning will make the process|easier, save
costg of“additional” access measures and make the event function more smoothly and effe¢tively.

9.3 Planning the programme

The event planner should develop an access policy and strategy to address all relevant issues. An event
planning group should include representatives of organizations of people with disabilities and invite
people with disabilities to join the group.

Where larger events are planned, and in particular for outdoor events that often raise complex access
questions, the assistance of a resource person with expertise in access issues should be sought.

Planning the programme should include issues such as:

a) time required for people with mobility disabilities moving between rooms and sessions;
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fatigue;
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diabetes or people with low attention spans.

9.4 Interpretation services and supports

if sign language interpreters are to be used, time for regular breaks and changeovers to avoid

allocating time for more frequent breaks into the programme in consideration of people with

Services such as sign language interpretation, hearing loop systems and simultaneous text-typing
services such as CART (communication access real-time translation) should be provided to facilitate
the full enjoyment of events and performances by all visitors. It is advisable to book these services well

in advance.

9.5 Choo

In many cas
people with

Venues whe
exit in an eq
or promotel
venue.

Where the e
venue shoul
provisions, {

5ing a venue

bs, MICE events take place in existing facilities that have not been designedto-accommg
disabilities.

uitable manner and move around the building in safety and comfért. The event orga

vent organizer is not able to obtain assurances that a ventte meets access requirement

bnabling the event planning group to make a considered choice of venue or to require a

improvements are carried out prior to contract signature.

Other criter
public trang

to the venus.

9.6 Gettil

Information|

An interacti
accessible st

Contact detd
Additional i
a)
b)

stationd

whethe

ia to consider when choosing the venue are’location, public transport and distance
port stations, availability of parking, an.accessible stage and having a drop-off point

ng to the venue

about all modes of availablépublic transport and private vehicle access should be prov

ations, where releyant, can be added to help people with specific access requirements
1ils should be provided for companies that offer accessible taxis or vans.
hformationiean include:

or platforms with step-free access;

- buses are ‘low-floor’ buses;

e accessibility through Universal Design has been the objective allow people to enter

ve tool or link, including-maps and platform information with step-free access route$

date

and
nizer

should specify Universal Design requirements as part of the tender specifications for the

5, the

d be assessed by a team of accessibility experts in order to identify barriers and/or gdps in

LCESS

from
close

ided.

and

‘)
d)

whether assistance needs to be booked in advance;

whether transport providers offer assistance in making bookings (e.g. text telephone numbers,

numbers which allow communication by text, hearing enhancement systems for people who are

Deaf or

who have a hearing impairment).

9.7 Parking facilities

Adequate parking facilities for the size of the event should be required when tendering. A sufficient
number of designated accessible parking spaces should be ensured for the expected number of
participants who will be arriving in private cars or vans.
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If the venue does not have a car park, information shall be provided about the possibility of finding
accessible on-street parking or other car park facilities in the vicinity of the event. Information should
indicate the distance of parking facilities from the venue, and also the ground conditions of the route
from the car parking spaces to the venue (e.g. whether the route is level or sloping, about any obstacles
or uneven surfaces and whether there are any roads to cross).

When the venue provides its own private parking area, it shall conform to the requirements of 4.5.3 and
follow these recommendations:

a) Confirm with the venue management that they will have stewards to monitor the use of accessible
parking spaces, to be used only by people who need them.

b) Consider having staff ready to assist people from their cars to the venue entrance, espgcially if the
¢ar park is not on a level surface.

c) [fparkingis provided in basement level, ensure there is an accessible lift to thie venue.

9.8 | Physical access at the venue

Venues and facilities shall conform to the physical design, configuration and access requirements as
detalled in 4.5. The following additional issues should be considered:

a) Provide wheelchairs on temporary loan for the use of customers with walking diffidqulties while
inside the facility.

b) KEnsure that events take place in rooms that have le¥elentry, or in rooms that can belaccessed by
ift.

c) Ensure that the furniture placement and event set-up allows enough space for movement by
veryone, including persons using mobilitygids, persons using a red/white, green/wlhite or white
ane and persons with assistance dogs.

d) [f temporary or moveable seating isgprovided, include a range of chairs, some with arms and some
ithout. Wheelchair users who wish to transfer from their wheelchair to a chair will possibly find
it easier to use a chair without arms.

e) Provide seating, even in @reas where it is expected that most people will be standing, in case
omeone needs to sit down.

f) Tor “standing” coffee breaks and buffets, provide lower tables where wheelchair users can rest
heir plates and-drinks.

g) Atthereception or sign-in desk, have alowered counter so that it can be easily reached by everyone.
ore inf@rmation on reception counters can be found in 4.5 and Annex D.

h) [IEnsurethere is a room near the conference activities where persons can quietly sit and rest, away
rom hoise and stimulation.

i) Ensure there is level (step-free) access from the arrival point at the venue, through the main
entrance(s), to all the areas being used by participants.

j)  Ensure there are no steps or other barriers to facilities such as break-out or workshop rooms,
dining areas, outside areas and exhibition areas being used by participants.

k) Ensure the speaker’s platform allows safe and easy access for wheelchair users. The podium, if any,
should allow the speaker to be seen, even if seated.

1) Ensure clear signage is used to direct people from the entrance(s) to any information desk and all
of the facilities in use.

m) Ensure a hearing loop system is installed in conference and meeting rooms and at reception desks
in accordance with IEC 60118-4 or equivalent.

© IS0 2021 - All rights reserved 55


https://standardsiso.com/api/?name=858bb8ab72f1309276b4cac675a216c7

IS0 21902:2021(E)

p)

q)

r)

9.9 Outdpor events and venues

Some accesq features which should be considered to provide access for all at outdoor events include:

a)
b)
‘)
d)
e)

f)
g)

h)
i)
j)
k)

p)

Ensure clear evacuation plans and procedures are in place and explained during events, taking
account of people with disabilities, including people with sensory impairments and mobility
impairments.

Good manoeuvrability around exhibition stands and in areas where food and drinks are served
should be ensured.

Ensure event staff, including volunteers, receive disability awareness training so that they can
respond appropriately to the requirements of participants with disabilities.

Ensure security staff are aware of the right of people using assistance dogs to bring them into the
venue.

Providelbowls of water and a designated spending (toilet) area for assistance dogs.

Providel wheelchairs for the use of customers with walking difficulties.

Ensure the event layout provides the best access and circulation.

Ensure fhe location of stalls or performance areas do not block kerb/ramps.
Provide|accessible parking spaces close to the event for people with disabilities.

Make sfire any street closures do not include the usecof traffic control barriers that resylt in
blocking kerb ramps or paths of travel.

Install portable accessible toilet facilities, marquegs or first-aid cabins.

Supply keating in the shade and, in general, protected from weather conditions (e.g. rain, yind,
sun).

Provide| fresh drinking water at clearly identified points.
Designdte small areas close to thé stage for use by people using wheelchairs.
Cover spme grassy areas with'matting or other materials that make mobility easier.

Ensure |electric powerCeables and all other cables are secure and do not present a trip or
entanglement hazard,

Producg¢ an accessymap for the event and put the map and other access-related information online.

Considdr thein¢lusion and positioning of viewing platforms.

Consider including the above accessibility features as license conditions for hosting an event

Consider the ground conditions in the layout of the event. Ideally avoid gravel, bark or sloping
surfaces; where this cannot be avoided, provide an alternative route.

Ensure any potentially challenging ground conditions are noted in the access guide and indicate
recommended routes in event communications.

10 Accommodation

10.1 General

Within the tourism sector, accommodation can be defined under various types, including hotels, short-
term accommodation rentals (e-platforms), hostels, lodgings, bed and breakfasts, camping sites, guest
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houses, log cabins, cottages, apartments and holiday homes. Accessible accommodation constitutes one
of the main concerns for people with disabilities.

Accessibility is not standardized in the accommodation industry. However, accommodation
establishment requirements to provide different elements to guests with different access needs are
often subject to national standards or regulations.

10.2 Services

The following requirements and recommendations apply:

a)

b)

f)

g)

vailable to customers and front desk staff (e.g. in the form of an access guide, see Ann

he reservation management system of the accommodation establishment shall I
o allow staff to check if a room is available matching the accessibility needs of gy
anagement of reservations these rooms should be the last to be occupied by gug
isabilities.
INOTE If hotels in certain areas have limited accessible guestroomsybuilding partnershij

hotels and tourist information offices and having a thorough knowledge of their accessible ro
lhe process for the tourist in obtaining alternative accommodation:

The reservation system of the accommodation establishment shall be designed to 4
flo reserve an accessible room through their website. When a reservation for an acce
lhas been confirmed in writing, this room shall not'be reallocated to another gues
feservation has been cancelled.

The accommodation establishment shall provide guests with different audio and visual
yhich to communicate in public areas or in\gtest rooms.

ﬂ:llblic areas as appropriate (e.g. meeting rooms) to assist Deaf persons or persons y
pairments.

n guest rooms, an alternative two-way communication system with reception (e.g. app
mart TV programme) shall)be available upon request to guests who are Deaf person
vith hearing impairments. There should be other systems such as:

PR 7

— visual or vibrating alarm, wake-up service;

visual doerbell;

— hearinglenhancement system for the television in the guest room.

Featutes and equipment that benefit guests who are blind or have vision impairmen
qvailable in guest rooms, as required, including:

d and made
X G).

be designed
ests. In the
sts without

bs with other
bms will ease

llow guests
ssible room
t unless the

means with

Hearing enhancement systems shall becavailable at reception. They should be availdble in other

yith hearing

phone text,
5 Or persons

's should be

electronic door key with tactile detectable marking;

housekeeping or do not disturb sign, in large print, tactile font or both;
switches with tactile markings;

equipment for assistance dogs (i.e. bed and water bowl);

tactile indicators for hot- and cold-water taps;

differentiate with colour contrasting and easy-to-read fonts.
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57


https://standardsiso.com/api/?name=858bb8ab72f1309276b4cac675a216c7

IS0 21902:2021(E)

h)

A range of assistive devices and equipment (e.g. wheelchairs, toilet seat raisers, shower chairs, bath
seats, adjustable beds, hoists) should be available to be borrowed, on previous demand, by guests
with mobility impairments.

Guest events and activities at the accommodation establishment should be organized and designed
based on the Universal Design principles so as to allow participation of persons with various access
requirements or disabilities.

10.3 Accessibility in guest rooms

10.3.1 General

Accessibility is important in the design, layout and equipment of all types of guest rooms, since-awide
range of gugsts (e.g. children, people with small or large stature, people with temporary linjuries or
impairmentp, people with mobility impairments, people with sensory or cognitive. imipairments,
seniors, gugsts with a pram or bulky luggage) will benefit from using guest rooms, that are designed

and equippgd with accessibility considerations in mind, following the principles ofdniversal Design.

The “accessible guest room” is described as serving the needs of all users with@sny kind of impairnments
and its spedifications are to be considered. Standard types of rooms should be suitable for all gyests,

with the pogsible exception of wheelchair users.

10.3.2 Genleral accessibility considerations for all guest rooms

Guest room$ should have elements and features that improve accessibility, as many guests do not use
accessible rpoms but need equipment and design considerations that facilitate the accessibility qf the

room (e.g. people who are elderly, Deaf people, people who:are vision impaired).

All the following considerations should preferrably be.addressed in all guest rooms, but at least in some

rooms; howgver, their implementation will depend,@h each particular case.

a)

b)

f)

g)

h)
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Visual ¢ontrast between elements and suffaces within the room shall be provided to facilitate
orientation for all customers.

Elements, devices and controls (e.g-=Switches, plugs, climate controls and TV controls) should be
reachaljle and easy for any user-te.operate, without the need for wrist rotation or fine motor $kills

(e.g. tight grasping).

Upon rdquest, a guest room-should have a system that lets the occupier know if a person is cglling
or knocking at the door:

Floor suyrfaces should be firm (e.g. hard flooring or low pile carpet) to allow easy movement and
avoiding tripping,/and also to alleviate allergies or breathing issues. The use of floor rugs or mats
should be aveided. In guest room bathrooms, the floor surface shall be slip-resistant when dfy or
wet.

Grab rails should be provided in shower stalls and bathtubs at an appropriate height for support
when standing and to enable safe transfers.

Assistive devices for persons with hearing impairments (e.g. vibrating or flashing alarm clocks,
neck induction loops, vibration pads, personal hearing enhancement systems) should be provided
upon request, and shall be compatible with the telephone and fire alarm system. Additional
electrical sockets for these devices shall be provided near the bed.

Visual and audible alarm systems should be accessible to warn people with hearing and vision
impairments, respectively.

The use of furniture with sharp edges or transparent table tops should be avoided.
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i) As appropriate, there should be a system available to identify the different elements

in the guest

room that are possibly difficult to perceive for people with vision impairments (e.g. different

amenities, hot or cold water tap, different control devices).

j)  Adjustments shall be arranged for an assistance dog stay in the guest’s room.

k) Guest rooms that have been identified as the quietest (i.e. on upper floors, at the end of halls away

from elevators, amenities and common areas) should be made available to guests upon

10.3.3 Accessible guest rooms

request.

10.3{3.1 General

Many countries have regulations requiring a percentage of guest rooms in hotels and-oth
accommodation to be designed to be accessible for guests with disabilities, ahd:-"esped

ffor two suitable beds and a suitable accessible en-suité.bathroom for persons usi
mobility devices shall be provided.

OTE The required percentage of accessible guest rooms for hotels or other accommoq
qubject to national, regional or local legislation.

b)
provided, the bathroom shall be located-writhin a short distance of the guest roo
accessible route.

In accommodation facilities with guést rooms of different types and categories, there s
possibility of providing accessible jguest rooms in these different categories (e.g. acce
¢or family rooms).

d) Accessible guest rooms shauld have a preferred, non-exclusive character. Therefore, i
§pecific demand from-guests with disabilities, the room should be made available for

OTE In some~-cases, accessible guest rooms allow removal of some equipment, suc
landrails at thie'toilet, to offer a more comfortable use to guests without disabilities.

Accepsible guest rooms have been conceived, in their design and equipment, to e

br overnight
ially guests
fain specific
d to ensure

with space
ng wheeled

ation can be

hen more than one accessible guest room:with an en-suite accessible bathrooiI cannot be

and on an

hould be the
ssible suites

f there is no
1se by other

h as support

address the

need O L & a aalala ae A A a ne a oA ake; ars egy enmen a

apply:

mendations

a) Adequate manoeuvring space shall be provided to allow easy and convenient use of all facilities,
including mini-bars, safe boxes, coffee- and tea-making equipment, wardrobes and luggage racks

and access to the bathroom, as appropriate.

b) Furniture, including tables, seating, shelves, benches for luggage, hangers and counters, shall be
accessible to facilitate the approach (at an appropriate height and with free space on the underside

for the knees).

NOTE Moveable furniture in accessible guest rooms allows alternative layouts to accommodate

different user requirements.
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f)

Adequate clear manoeuvring space shall be provided on at least one of the long sides of one bed, in
the case of two beds, and at the foot of the beds (see Annex F).

The height of beds, measured from the floor to the top of the mattress, whether or not it is
compressed, shall be suitable to facilitate transfer from a wheelchair or other wheeled mobility
device to the bed. Information on the height of the beds shall be available.

Beds shall have a clear space underneath to allow the use of a portable hoist. Where possible, at
least one accessible guest room should be equipped with a ceiling-mounted hoist, serving the guest
room and the en-suite bathroom.

Some accessible guest rooms, where passihle _should he connected to a standard room, to facilitate
assistarce to the guest with a disability, providing separate accommodation in close proximity for
the pergonal assistant.

A list of thoge main elements and spaces that shall be taken into account in the design dnid- equipment
of an accespible guest room is detailed in Annex F, with graphic examples that inclide refefence

dimensions,

10.3.3.3 B4qthrooms in accessible guest rooms (en suite bathrooms)

In addition fo 4.5 and Annex E, the following requirements and recommendations apply:

a)
b)

d)

f)

At least|one accessible guest room shall have access to an adjoininig (en-suite) accessible bathrpom.

Where more than one accessible guest room and en-suite aécessible bathroom cannot be provided
at all, the bathroom shall be located within a short distance of the guest room and on an accegsible
route.

If only pne accessible guest room is provided, the!€n-suite bathroom shall have a level “rqll-in”
shower |(see the relevant subclause in ISO 21542).

NOTE The provision of showers or bathtubs:in accessible hotel bathrooms and other accommodation
facilitied can be subject to national or regiopakbuilding regulations.

If a bathtub is installed, there shalltbe sufficient clearance underneath the bathtub to operpte a
portable or ceiling hoist for transferring the guest into and out of the bathtub. An adequate septing
edge on the long side of the bathtub or a larger area at one end should be provided to support
transfer and for any other iser who needs to be seated. Shower seats and grab rails shdll be
provided in shower stalls.aban appropriate height (for support when standing and to enablq safe
transfer).

There shall be eneugh space for the approach and manoeuvre and an adequate height of [taps,
controlg and accéssories in the bathroom.

The accessiblé bathroom shall be provided with an emergency call system that can be actiyated
when sg¢afed or lying on the bathroom floor.

10.4 Common areas

Each establishement shall assess their services and facilities and decide (e.g. via an access plan, see
4.2.3) which ones are relevant in its offer according to its business plan and marketing strategy.

In the common areas of the accommodation the following considerations apply:

a)

b)

60

Common areas in accommodation establishments shall meet the provisions and requirements
indicated in 4.5 (further detailed in ISO 21542).

In addition to the basic spaces necessary to guarantee the reception (lobby), accommodation
(guestrooms) and catering (restaurant) and its access and evacuation routes, if the establishment
highlights other relevant services or facilities through its promotional channels (e.g. a swimming
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pool in a holiday hotel, an auditorium in a business hotel) then these services and facilities, and
their access and evacuation routes, shall be accessible. If there are several similar services or
facilities promoted (e.g. several swimming pools), at least one shall be accessible.

accessible and their access and evacuation routes shall be accessible.

11 Food and beverage services (catering spaces)

11.1 General

Additional services, whether outsourced or not (e.g. shops, spa, hairdresser, disco), should be

Catel

component of any tourism destination, besides the accommodation.

For

cominunication and safety shall be considered.

11.2

If th
and

recoj
Annd

11.3

Whe
beve

11.4

The

form
read
the d
form

Infor
be ay

Whe
shou
Alter
clear

ing spaces such as restaurants, bars or other food and beverage service places are

these spaces, access to amenities, circulation routes, toilets, equipment ang

Service point

bre are dedicated spaces that are used as the service point of communication bd
customers (e.g. bar or restaurant counters), these shall¢conform to the requir
mmendations described for reception areas, counters, desks and ticket booths in 4.}
tx D.

Type of service

h table service is not provided or customers;are required to make self-service select
Fages, condiments or cutlery, staff members'shall be available to provide assistance.

Information provision

pstablishment should provide infermation about their products (e.g. food, beverages)

dts in a way that allows evéryone to browse the menu or products independently (|
large-print text, in Braille or alternative formats such as web or mobile applications
ishes in the menu). Characteristics of the printed menu shall conform to 4.3.2. Whe
ats are not available/(information shall be provided by staff upon request.

mation on allergens shall be available to customers. Information on ingredients of d
ailable.

e the fa0d'is on display (e.g. self-service restaurants, bars, cafeterias), showcases
|d allow=people standing or seated at different heights to have a good view of th
natively, a sample of the products can be presented to the costumer. Displayed produd
ly-tabelled. Labelling should conform to 4.3.2 on written communication.

An essential

| furniture,

tween staff
ements and
b.7. See also

ons of food,

n accessible
e.g. easy-to-

pictures of
n accessible

shes should

or cabinets
e products.
ts should be

When products are not visible or labelling is not provided in alternative formats, information shall be
provided by staff upon request. Verbal information should be provided in different formats, including
the possibility of incorporating hearing enhancement systems when taking customers’ orders.

11.5 Service provision

The offer should include options for people with food intolerances (e.g. people with diabetes, coeliacs
and those with intolerances to lactose, nuts or crustaceans).

The restaurant should offer:

a)

© ISO

the possibility of staff describing the menu and its contents;
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b) the possibility of staff describing the presentation of the dishes (i.e. to facilitate food orientation for
persons who are blind or have a vision impairment);

c) cutlery and glassware adapted upon request.

11.6 Dining room or services room

Dining rooms, bars, saloons, restaurants or any other space where customers are eating at a table or
counter tops shall conform to 4.5.7.

Accessible tables should be placed on accessible routes within the establishment. If toilets are provided
within the estabtishmment, atieastone stroutdbeaccessibie:

Where self-gervice food areas are used, there shall be adequate space for accessing the(offér| The
majority of food choices (including condiments), as well as dishware, cutlery and glassware,shoulld be
reachable by all people (including wheelchair users or people with short stature) and assistance should
be offered.

Decorations and elements on the table that hinder good visual communication sliould be removed ppon
request (e.g| vases, flowers, candles).

12 Tour dperators and travel agencies

12.1 Genefal

Tour operatprs and travel agencies can play an important rglesin helping all customers to choose travel
arrangemeryts that address their accessibility needs.

In addition fo the core requirements and recommendations related to the built environment found in
4.5 which apply to all stakeholders where within:their control and the relevant clauses on trangport
(Clause 6) and accommodation (Clause 10) wheretwithin their control, this clause addresses:

a) points df sale;
b) collectipg and transmitting pre-departure information;
c) property information;

d) other sqrvices.

12.2 Point of sale

Whether a four operator or travel agency with shops, a website, a call centre or a direct-sell|tour
operator, the pointof sale should be accessible for all customers.

12.3 Collecting and transmitting pre-departure information

Tour operators and travel agencies should collect information about a customer’s specific needs to help
find a holiday or make travel arrangements that address the customer’s requirements and help the
customer make an informed choice.

A customer-care disability needs form or similar can be used to record this information. The
information should be transmitted securely to those who require it, including key staff, transport
providers and suppliers at the destination. Tour operators and travel agencies shall consider relevant
data protection implications, such as not storing personal data longer than necessary and only using
data for the purpose for which it has been collected. Information regarding a person’s disability can
often be seen as sensitive data, and therefore should be treated with greater care.

62 © IS0 2021 - All rights reserved


https://standardsiso.com/api/?name=858bb8ab72f1309276b4cac675a216c7

IS0 21902:2021(E)

The International Air Transport Association (IATA) has a set of special service request codes to
categorize the types of assistance required by air passengers that are used throughout the global
aviation industry. The codes cover a broad range of assistance, including physical or invisible or hidden
disabilities. See Annex G for further information.

If a customer shares assistance needs with the tour operator or travel agent relevant to their travel
arrangements, this information should be passed on to the airline or travel provider.

12.4 Property information

In order to enable customers to make an informed choice of accommodation, travel agents and tour

oper

htors should make all reasonable efforts to provide customers with verified informati

accegsibility of the accommodation.

This
mea

file. For further information, see Annex G.

This

then] of any subsequent changes.

12.5 Other services

Inor
tour
on th

operators should make all reasonable efforts to provide customers with accessibility
ose services (e.g. excursions, transfer services, equipment hiring).

bn about the

can be done by contacting the hotel directly or, if appropriate, by collating data.ihcluding relevant
urements, for example, within an access guide or property information form (PIF) thpat is held on

can be collected when the property is contracted. The tour operator. should ask the hqtel to notify

der to enable customers to make an informed choice of anyother service provided, travel agents and

information
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Annex A
(informative)

The seven principles and 29 guidelines of Universal Design

Universal Design is based on seven principles. Each of the principles has four or five descriptive
guidelines. They are applied to evaluate existing designs, guide the design process and educate both
designers and consumers about the characteristics of more usable products and environments.

The seven principles and 29 guidelines of Universal Design are:
— Principle 1: Equitable Use.

— 1la.[Provide the same means of use for all users: identical whenever possible;‘equivalent yhen
not

— 1b.|Avoid segregating or stigmatizing any users.
— 1c. Provisions for privacy, securit, and safety should be equally-available to all users.
— 1d.Make the design appealing to all users.
— Principle 2: Flexibility in Use.
— 2a.Provide choice in methods of use.
— 2b.JAccommodate right- or left-handed access.and use.
— 2c. Facilitate the user's accuracy and precision.
— 2d.[Provide adaptability to the user(s pace.
— Principle 3: Simple and Intuitive Use.
— 3a. Eliminate unnecessary complexity.
— 3b.Be consistent with@ser expectations and intuition.
— 3c. Accommodatef@ wide range of literacy and language skills.
— 3d./Arrange information consistent with its importance.

— 3e. Provideeffective prompting and feedback during and after task completion.

— Principle4? Perceptible Information.

— 4a. Use different modes (pictorial, verbal, tactile) for redundant presentation of essential
information.

— 4b. Provide adequate contrast between essential information and its surroundings.
— 4c. Maximize “legibility” of essential information.

— 4d. Differentiate elements in ways that can be described (i.e. make it easy to give instructions
or directions).
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