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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.

The procedures used to develop this document and those intended for its further maintenance are
described in the ISO/IEC Directives, Part 1. In particular, the different approval criteria needed for the
different types of ISO documents should be noted. This document was drafted in accordance with the
editorial rules of the ISO/IEC Directives, Part 2 (see www.iso.org/directives).

Attention is drawn to the possibility that some of the elements of this document may be the subject of
patent rights. ISO shall not be held responsible for identifying any or all such patent rights. Details of
any patent rights identified during the development of the document will be in the Introduction and/or
on the ISO list of patent declarations received (see www.iso.org/patents).

Any trade name used in this document is information given for the convenience of users and does not
constitute an endorsement.

For an explanation of the voluntary nature of standards, the meaning of ISO specific terms and
expressions related to conformity assessment, as well as information about ISO's adherence to the
World Trade Organization (WTO) principles in the Technical Barriers to Trade (TBT), see www.iso.org/
iso/foreword.html.

This document was prepared by Technical Committee ISO/TC 228, Tourism and related services.

Any feedback or questions on this document should be directed to the user’s national standards body. A
complete listing of these bodies can be found at www.iso.org/members.html.
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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 share of people aged 65 and over is projected to increase from 9 % in 2019 to 16 %
in 2050. (Source: UN Commission on Population and Development reports, https://population.un.org/P

rofilesOfAgeing2019/index.html)

People with disabilities or other access requirements can face physical, sensory, cognitive and cultural
barriers within the tourism sector and in many destinations. When searching for suitable venues and
tourism services, it can be difficult to find clear and accurate information on the accessibility of the
offer, service or the destination facility. This situation can be improved with more consistently applied
standards and better training of tourism professionals.

Some documents exist (e.g. codes, standards and guides) which outline the recommendations and
requirements for some of the key aspects of accessibility in different environments and services (e.g.
aviation). In addition, there are also standards which refer to Universal Design for transport services
and work environments without taking into account the core aspects of travel and tourism. However,
the existing standards present gaps and can differ between countries and even between different
regions within the same country. This can create unrealistic expectations about the accessibility of
services and facilities that the visitor is expecting to find at the destination.

Most studies of accessible tourism have shown that one of the major difficulties for the application
of standards is the lack of knowledge among tourism providers about the existing tools and possible
solutions. There is a lack of information on where to find guidance and there can be contradictory
information in different standards between different countries and regions, while in some countries
there are no available standards. Furthermore, tourism providers face difficulties in knowing how to
proceed in situations for which no International Standards have been adopted yet.

The public sector has a responsibility to promote universally accessible tourism environments
and services for citizens and visitors. This can be achieved by establishing procedures to require
accessibility for every project that receives public funding. It is estimated that public procurement
makes up between 15 % and 20 % of global GDPY. Thus, public authorities can show leadership in
tourism development by requiring Universal Design in public procurement tenders and when awarding
contracts for infrastructure, buildings, transportation and equipment. In this way - where public
investments are directed towards tourism development - planners, designers, manufacturers and
tourism suppliers will be encouraged to create accessible tourism environments and destinations, thus
bringing benefits to visitors, businesses and local communities.

Currently there is a relatively low supply of accessible services in the tourism supply chain, while the
demand for such services is growing. The development and application of an International 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://ec.europa.eu/growth/single-market/public-procurement_en Documents
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b) Separate clauses for different types of stakeholders:
— policies and strategies for the public sector;
— transport;
— urban and rural tourist spaces;
— leisure activities;
— MICE (meetings, incentives, conventions and exhibitions);
— accommodation;
— food and beverage services;
— tour operators and travel agencies.

This document is addressed to a wide range of stakeholders in order to cover the whole accessible
tourism value chain:

— national or regional public administrations [including national tourism administrations (NTAs),
national or regional tourism promotion boards, destination management organizations (DMOs),
municipalities, public entities in charge of infrastructure polices, development and legislative or
regulatory frameworks, organizations or professionals working in the field of cultural heritage
management and protection);

— travel and tourism industry stakeholders [investors in destinations and tourism industry, travel
and tourism businesses, especially small and medium enterprises (SMEs) across the tourism sector:
transportation, accommodation, tour operators and travel agencies, transport manufacturers,
hospitality and catering, other tourism providers and trade associations];

— enterprises and organizations from the support sectors: for example, companies entrusted with
the execution of construction works within destinations, architects, developers and promoters
of support tools and services for people with specific access requirements, and companies or
professionals operating in the area of information and communication technology (ICT);

— tourism destinations;

— end users (i.e. tourists and the local population with or without specific access requirements).
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INTERNATIONAL STANDARD ISO 21902:2021(E)

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 aim of ensuring equal access and enjoyment of tourism by the widest range of people of all ages and
abilities.

This document provides information on the key aspects of policy making, strategy, infrastructure,
products and services and is addressed to all stakeholders involved in the tourism supply chain,
whether from the public or private sector. It applies at local, regional, national and international levels.

NOTE Stakeholders include, but are not limited to, public administrations, accommodation services, catering
and restaurant services, transport, tour operators and travel agencies, MICE and leisure activities, as well as

service providers from other economic sectors related to tourism, travel and destination management, including
their contractors and suppliers.

2 Normative references

The following documents are referred to in the text in such a way that some or all of their content
constitutes requirements of this document. For dated references, only the edition cited applies. For
undated references, the latest edition of the referenced document (including any amendments) applies.

IEC 60118-4, Electroacoustics — Hearing aids — Part 4: Induction-loop systems for hearing aid purposes —
System performance requirements

3 Terms and definitions
For the purposes of this document, the following terms and definitions apply.

ISO and [EC maintain terminological databases for use in standardization at the following addresses:

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

— IEC Electropedia: available at http://www.electropedia.org/

31

accessibility

extent to which products, systems, services, environments and facilities can be used by people from a
population with the widest range of user needs, characteristics and capabilities to achieve identified
goals in identified contexts of use

Note 1 to entry: Context of use includes direct use or use supported by assistive technologies.
[SOURCE: ISO 9241-112:2017, 3.15]

3.2

accessible guest room

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

3.5

alternative format

multiple means of presentation

different ways of presenting information

Note 1 to entry: Providing different ways of manipulation and control can improve the accessibility of systems.
Note 2 to entry: Alternative formats ensure equal access to the information for the user.

3.6

assistance dog

dog specifically trained by professionals to perform tasks to mitigate the limitations of a person with a
disability

Note 1 to entry: There are three recognized categories of assistance dog: guide dogs, hearing dogs and service
dogs for persons with disabilities (see https://assistancedogsinternational.org/).

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

3.7

destination management organization

DMO

leading organizational entity which can encompass the various authorities, stakeholders and
professionals and facilitates tourism sector partnerships towards a collective destination vision

Note 1 to entry: The governance structures of DMOs vary from a single public authority to a public or private
partnership model with the key role of initiating, coordinating and managing certain activities such as
implementation of tourism policies, strategic planning, product development, promotion and marketing and
convention bureau activities.

Note 2 to entry: The functions of DMOs can vary from national to regional and local levels depending on the
current and potential needs as well as on the decentralization level of public administration. Not every tourism
destination has a DMO.

[SOURCE: United Nations World Tourism Organization (UNWTO), UNWTO Tourism Definitions, available
at https://www.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]
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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

limitation in body function or structure such as a significant deviation or loss which can be temporary
or permanent, 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 1 to entry: The concept of organization includes, but is notlimited to, sole-trader, company, corporation, firm,
enterprise, authority, partnership, association, non-governmental organisation (NGO), charity or institution, or
part or combination thereof, whether incorporated or not, public or private.

[SOURCE: IS0 9000:2015, 3.2.1, modified — Note 1 to entry has been modified and Note 2 to entry has
been deleted.]

3.12
participation
person’s involvement in a life situation

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

3.13

reasonable adjustment

reasonable accommodation

necessary and appropriate modification and adjustments not imposing a disproportionate or undue
burden, where needed in a particular case, to ensure that persons with disabilities enjoy or exercise on
an equal basis with others all human rights and fundamental freedoms

Note 1 to entry: In order to avoid confusion, reasonable adjustment is the term used in this document.

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

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

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

— travel and tourism industry stakeholders [investors in destinations and tourism industry, travel and tourism
businesses, especially small and medium enterprises (SMEs) across the tourism sector: transportation,
accommodation, tour operators and travel agencies, transport manufacturers, hospitality and catering,
other tourism providers and trade associations];

— enterprises and organizations from the support sectors: for example, companies entrusted with the
execution of construction works within destinations, architects, developers and promoters of support tools
and services for people with specific access requirements, and companies or professionals operating in the
area of information and communication technology (ICT);

— tourism destinations;
— end users (i.e. tourists and the local population with 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 overnight, consisting of a clustering or co-location of products and services and of activities
and experiences along the tourism value chain and a basic unit of analysis of tourism

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

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

3.18

Universal Design

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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3.19

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

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

3.20
verbal communication
sounds and words used by somebody to communicate a message to someone else

4 Corerequirements and recommendations
4.1 General

4.1.1 General consideration

The requirements and recommendations of Clause 4 are applicable to all tourism service providers,
together with those requirements and recommendations established for the specific activity in the
relevant clause of this document.

EXAMPLE A restaurant will conform to the common requirements of Clause 4 plus the requirements
indicated in Clause 11, the specific clause relevant to restaurant services.

Tourism service providers shall make the necessary changes in order for their offer to be inclusive and
accessible for all, taking into consideration the principle of reasonable adjustment.

In addition to this core clause, this document includes specific clauses for tourism service providers,
such as but not limited to:

— policies and strategies for the public sector;
— transport;

— urban and rural tourist spaces;

— leisure activities;

— MICE;

— accommodation;

— food and beverage services;

— tour operators and travel agencies.

[t is important that the whole tourism value chain is accessible.

4.1.2 Legal requirements

The tourism service provider shall:

a) identify 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.
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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, priority access should be given to people with reduced mobility and any other needs that create a
difficulty in waiting (e.g. people on the autistic spectrum, people with mental health problems).

4.2 Design of accessible services

4.2.1 General

Tourism service providers should adopt a holistic approach, ensuring that all parts of the tourist
experience use a Universal Design approach in the processes to be inclusive and accessible for all. This
can result in a gap analysis (i.e. identification of the weakest link) of the supply chain which identifies
the needs of diverse customers with respect to the kind of disability or impairment they have - since
the chain is not stronger than its weakest link for the tourist with disabilities.

This means that all the “touchpoints” of customer service should be accessible, from the initiation phase
involving customer information and booking or reservation processes to the preparation and execution
of the journey, the design and organization of services offered at the venue and the overall management
of customer relations.

The emphasis on designing accessible services is to ensure that, firstly, each supplier adequately
addresses customers’ access requirements and, secondly, that suppliers cooperate with each other,
upstream and downstream in the value chain, to deliver an unbroken chain of accessibility for the
customer.

Tourism products and services should be designed in accordance with the Universal Design principles
(see Annex A) and guidelines (see Annex B).

4.2.2 Product development
The design of accessible tourism services shall:

a) take into account the various access requirements that meet the needs of tourists, including
persons with disabilities;

b) be provided in an equitable way or through reasonable adjustments where necessary;
c) takeinto account the safety and security of users.

Accessible tourism services should:

— allow flexibility and choice;

— beinsufficient supply for the number of customers (e.g. accessible menus, accessible areas in venues,
hearing loops)

— be available without surcharge wherever reasonable.

NOTE Providing a paid service can be better than providing no service at all.
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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) ensuring that front line staff are given disability awareness training to enable them to provide
appropriate information and assistance to people with disabilities;

b) 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.

The tourism service provider should develop an access plan and integrate accessibility into its work
plans and customer service plans for venues and activities within its ownership, management or
control, to which the public has access.

4.2.4 Monitoring, evaluation and continual improvement

The tourism services provider shall review and evaluate services, allowing for continual improvement,
based on the experience of customers and staff.

The monitoring system should include the following measures:

a) consistent, regular collection and evaluation of information;

b) accuracy of information collected;

c) revision and correction procedures as part of routine maintenance and review;
d) complaints-handling procedures in place;

e) rewards and awards systems, where available.

The tourism service provider should consult with and involve people with a wide range of accessibility
needs, stakeholders and accessibility consultants when reviewing and evaluating their services (e.g.
access audit) in order to capture diverse needs and to best identify the different barriers to accessibility
that should be addressed along the tourism supply chain.

4.3 Information and communication

4.3.1 General requirements

This subclause outlines requirements and recommendations that facilitate accessibility of products
and services through the provision of information and communications that can be easily accessed,
understood and used by tourism customers.

Since communications can employ multiple channels, tourism service providers shall ensure 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) beclear and concise;
b) be up-to-date and reliable;

c) 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);

d) 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 service providers shall:

— ensure the availability of information about the accessibility of their own facilities and services
offered within the general tourist information;

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

— make the information about the accessibility of facilities and services available to relevant staff and
intermediaries;

— indicate in customer information, such as advertising material, whether it is possible to contact the
tourism service provider; the means of contact shall be accessible and usable by all (e.g. text, fax or
email, accessible online forms, accessible download forms).

NOTE CAPTCHA (completely automated public turning test to tell computers and humans apart) and
human verification bots (build, operate and transfer) pose significant barriers to persons with visual
impairment to communicate on automated systems.

— provide accurate, descriptive data on the accessibility of the facilities and services advertised for
tourists with disabilities, in order to properly inform and facilitate the desired booking.

— set up transparent complaint-handling procedures regarding any failures in the accessibility of
services and facilities.

Tourist information centres and tourism destinations should provide information regarding locally
available support services for tourists with disabilities. As a general rule, support services include:
facilities for the repair, hire and replacement of prosthetics or prosthesis and assistive products;
veterinary clinics for assistance dogs and specialized medical care providers, pharmacies and personal
assistance.

Specific requirements apply for information provided using or through:
— written communication (4.3.2);

— face-to-face, telephone and video communication (4.3.3);

— digital (i.e. electronic and web-based) communication (4.3.4), as laid out in the following subclauses.

4.3.2 Written communication

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

a) use plain language, considering the following:
— use useful headings to break up the text;
— provide clear and concise content;
— explain abbreviations and acronyms used;
— use short, simple words;
— write short sentences and paragraphs;
— omit unnecessary words;

— use the same term consistently for a specific thought or object;
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— 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.
b) give relevant information in the logical sequence;
c) support customers in easily accessing, understanding and using this information;
d) provide customers with a simple way to get further clarification;
e) useimages, illustrations or photographs where appropriate;
f) use graphical symbols;

NOTE Graphical symbols are standardized by ISO/TC 145 and its subcommittees, whose key documents
are ISO 7000, ISO 7001 and ISO 7010.

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

h) use affirmative phrases rather than negatives;

i) write text in lower case with the corresponding capital letters and the minimum spacing between
words being equivalent to the space occupied by a capital letter;

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

1) use colour contrast (i.e. using different and contrasting colours between the background and
the written words), on a solid background (i.e. without images or watermarks), following the
recommendations set in Annex C.

4.3.3 Face-to-face, telephone and video communication

4.3.3.1 General

When engaging with customers via face-to-face, telephone and video communications, tourism service
providers shall communicate in plain language.

Tourism service providers shall ensure that the information is delivered through different means (e.g.
written, visual and acoustic), see 4.3.3.4 to 4.3.3.6 as applicable.

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) communicate verbally in clear language;
b) speakslowly and clearly;
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c) offer the option of written communication (i.e. using a paper and a pen) for those who cannot hear
or speak;

d) give relevant information in the logical sequence;

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

g) confirm that customers have understood the information given;

h) provide a good acoustic environment (i.e including construction, materials and technical
equipment);

i) limit background noise;
j) provide good lighting so that gestures and facial expressions can be seen clearly;

k) offer translation from the verbal information into sign language when needed (e.g. public
presentations or speeches);

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

appearance, eye contact, physical contact, facial expression, proximity, orientation, written communication
and attire.

4.3.3.3 Telephone and video communication

When engaging in telephone and video communications (e.g. telephone calls, video calls), in addition to
4.3.3.2, tourism service providers should:

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

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

Where an interactive voice response system (IVR) or call routing is used by a tourism service provider
in their call centre, the following shall be applied:

— The call routing system shall be kept as simple as possible. It should have no more than three levels,
with no more than four options per level. The number of options should be indicated at the start of
each question.

— The call system shall indicate optional languages, if any, in the first interaction with the customer.
— Only essential relevant information shall be provided at the beginning of automated options.

— Options should be presented in order of priority based on the number and types of calls the supplier
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 or audio information.

NOTE Further information about tactile guide maps, tactile dots and bars and tactile symbols and characters
can be found in ISO 19028, ISO 24503 and ISO 24508, respectively.

4.3.3.5 Acoustic communication

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

A hearing enhancement system (e.g. induction loop, FM system) should be provided to enable users of
cochlear implants and other assistive devices to access information and communicate effectively.

When induction loops are installed, these shall meet the accessibility technical criteria provided in
IEC 60118-4 or equivalent.

NOTE ISO 21542 provides useful information concerning noise levels, geometry, dimensions and
reverberation of the rooms. In addition, ISO/IEC 20071-23 provides information on visual presentation of

audio information (including captions and subtitles), and ISO/IEC TS 20071-25 provides guidance on the audio
presentation of text in videos, including captions, subtitles and other on-screen text.

4.3.3.6 Audiovisual panels

Digital panels, screens or boards used to display information should follow 4.3.2 as well as the following
recommendations:

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

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

c) All information should be complemented visually, using text and in audio, so that sufficient and
relevant information is conveyed in both ways. In this regard, speakers should not be placed close
to other sources of sound that prevent messages from being heard.

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
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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 Further information can be found in ISO/IEC 30071-1.
4.3.4.2 Web-based communication

4.3.4.2.1 General

Electronic content supplied by the tourism service provider, including web pages, billing information
and emails in applications such as marketing, bookings and reservations should be designed to meet
ISO/IEC 40500.

Tourism service providers shall incorporate the applicable requirements of 4.3.2 and 4.3.3 in their
digital communications.

Information content in a web page or web application, for example text, images, forms or sounds,
shall be:

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

— robust (i.e. content can be used reliably by a wide range of devices).

4.3.4.2.2 Accessibility of off-line documents

Digital documents that can be used to convey information to a general audience should be saved in
formats that make them readily accessible to the widest range of users, including those who use screen
readers or other assistive technologies to navigate and access digital contents. When creating accessible
formats, images and data tables should be tagged with alternative descriptions, and other interactive
elements, such as form controls or links, should be labelled if such elements are embedded within the
document.

The most recent versions of some word processing software or apps have automated tools for saving
documents in accessible formats. These should be selected whenever possible.

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

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

— For accessible MS Word advice, see https://support.office.com/en-us/article/make-your-word
-documents-accessible-d9bf3683-87ac-47ea-h91a-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 Application Best Practices at http://www.w3.org/TR/mwabp/.

NOTE 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
communication can be found in Annex B.

4.4 Training

4.4.1 General

Staff shall be made aware of the specific needs and difficulties associated with a range of conditions
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 tourists, with
equal attention, respect and support.

Awareness raising of the staff plays an important role in minimising the impact of potential
shortcomings in access or in solving unforeseen problems.

Persons responsible for public administration and infrastructure management organizations, tourism
products and services should provide their own staff with the training in accessible tourism, based on
the different occupational roles (e.g. managers with or without customer contact, frontline staff, others
including technical specialists).

The training should provide appropriate and adequate knowledge about the neeeds of customers with a
range of ages and functional capabilities.

Training of staff should be adapted and tailor-made to different occupational roles, previous education
and responsibility in the business. In addition, a strategy to employ staff with specific knowledge (e.g.
sign language, Braille) can be a way to raise the knowledge and awareness in the business.

For example, a short web-based introduction for all staff can raise the necessary awareness of human
diversity, Universal Design and specific needs of people with disabilities. Further training in the field
can be varied according to the professional role and how to, in different contexts, meet the customer's
special needs based on functional capabilities.

Training initiatives can be arranged in collaboration with existing vocational schools and programmes,
in collaboration between companies or activities and in classrooms or as distance learning online.

4.4.2 Training contents
Depending on the work area, training content and learning outcomes should include:

a) awareness raising and knowledge of the meaning of human diversity, inclusion, Universal Design
and accessibility in context with the customer, including appropriate and person-first language;

b) identification of beneficiaries of accessible tourism, and how to improve the way the staff would be
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;

— how to assist persons with mobility impairments and use assistive devices (e.g. wheelchair
users);

— how to communicate with persons with cognitive, mental and/or intellectual impairments.
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c) understanding of Universal Design principles and their application in the provision of facilities and
services (theoretical and/or practical knowledge);

d) 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);

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

f) marketing and promotion of accessible tourism destinations, products and services;
g) knowledge of the accessibility services provided by the tourism service provider;

h) knowledge of the safe use and maintenance of technical aids and/or accessibility equipment
provided at the venue;

i) recognizing and responding appropriately to people using personal supports, assistance dogs and/
or assistive technology;

j)  protocols to address assistance dogs, for example regarding interactions with wild animals and
how to respond to the situation; what to do if an assistance dog is misbehaving; what if one of the
tourists has an allergy to the assistance dog;

k) 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 circumstances 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 a stair
lift, or practising 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 tourism
service provider.

Concerning emergency 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 organizations
representing persons with disabilities.

— Emergency drills should be practiced and executed with staff and replicate a variety of situations,
such as assisting a person, using evacuation devices or guiding a person with a vision disability.

— Service providers should consult with local emergency responders when developing their emergency
evacuation plans.

— DMonitoring 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.
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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.

Buildings or facilities which conform to certain defined access criteria within an accessibility
information scheme should be promoted as such, with labels or similar signage placed at the entrance
door, easily visible to tourists.

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

a) arrival by motor vehicle, with passenger drop-off points located close to entrances, enabling
convenient 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
systems to guide all users; and with appropriate signage and adequate lighting.

NOTE ISO 21542 provides additional technical information on approach to a building.

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

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

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

c) adequate dimensions and suitable surfaces and design of parking spaces, including parking for
long vehicles or vans with auxiliary ramps, hoists or lifts to accommodate persons with mobility
impairments;

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

e) continuity of the accessible route to and from parking areas to facilities, including the provision of
kerb 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) 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;

c) 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;

d) provision of adequate clear headroom;

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

f) provision of adequate landings for stepped paths and ramps.

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

4.5.5 Ramps
The service provider should take into consideration the following:

a) the slope (gradient) and length to ensure safe and independent use of ramps by all users, including
persons using wheeled mobility devices;

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

d) provision of guarding and edge protection to protect users against injury as a result of falling off a
ramp or sloping path.

NOTE ISO 21542 provides additional technical information on ramps.

4.5.6 Building entrances
The service provider should take into consideration the following:

a) ease of identification from the boundary of the site and from any designated accessible parking
spaces on the site, means of wayfinding and limited exposure to rain and snow, to ensure safe and
convenient use;

b) level or ramped access, with entrance doors with low thresholds, to allow convenient access for all
users including persons using wheeled mobility devices;

c) entrance doors that are easy to operate and with adequate width, clear height and circulation space
to allow unobstructed passage;

d) provision of alternative accessible entrance(s) that are clearly marked, in case of the presence of
steps, stairs 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.

NOTE ISO 21542 provides additional technical information on reception areas, counters, desks and ticket
offices.

4.5.8 Accessible routes within buildings

The service provider should take into consideration the following:

a) provision of a horizontal circulation design that ensures that the building is accessible to all people;
b) provision of ramps or lifts where differences in level cannot be avoided;

c) ease of circulation with the provision of wide and unobstructed corridors that allow a person using
a wheeled mobility aid to pass another person and to turn;

d) circulation routes thatare free of obstacles and hazardous protrusions to ensure safety of everyone,
particularly of persons with vision impairments;

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

f) provision of internal ramps where necessary, with the lowest practical slope (gradient) and with
adequate illumination levels to facilitate safe and comfortable circulation to everyone;

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

NOTE ISO 21542 provides additional technical information on horizontal circulation.

4.5.9 Floor and wall surfaces
The service provider should take into consideration the following:
a) provision of floor surfaces that are slip resistant when dry or wet, to ensure safety of users;

b) provision of firm and stable floor surfaces that do not pose a trip hazard (e.g. avoid loose 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 provider should take into consideration the following:

a) 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) provision of visual indicators on glazed doors and panels to aid orientation and prevent collisions
for all users and especially persons with vision impairments;

f) provision of a complementary accessible door where there is a revolving door;
g) recommendations for fire-resisting doorsets.

NOTE ISO 21542 provides additional technical information on doors and door furniture.

4.5.11 Windows and window fixtures and fittings
The service provider should take into consideration the following:

a) windows that are easy to operate, with appropriate positioning and design of hardware that can be
used with only one hand or remote controls;

b) suitable height of lower edges of glazing to enable a seated person to see through the window.

NOTE ISO 21542 provides additional technical information on windows and window fixtures and fittings.

4.5.12 Stairs

The service provider should take into consideration the following:

a) uniform step treads and risers, without open risers or nosings which can be tripping hazards;
b) visual markings to identify the edge of each step and TWSIs at the top of entry landings;

c) flights of stairs with adequate width between handrails to support regular use and pedestrian
flow, and in case of fire to allow the evacuation of persons using evacuation devices (e.g. evacuation
chair) while permitting access of emergency services;

d) minimum illuminations levels to facilitate safe circulation.

NOTE ISO 21542 provides additional technical information on stairs.

4.5.13 Handrails

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

The service 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;
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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) provision of handrails, a mirror in the cabin and, where provided, a fold-up seat;

c) design parameters for floor and wall surfaces, materials, lighting and control panels to
accommodate all users;

d) internal and external elevator control panels reachable from a seated position;
e) communication 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 communication system,
permanently connected to a staffed security point.

NOTE ISO 4190 and ISO 21542 provide additional technical information 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 ramps or lifts (elevators). Vertical and inclined lifting
platforms are designed to be used independently and also with an accompanying person. Their
installation should conform to ISO 9386-1 and ISO 9386-2.

The service provider should take into consideration the following:

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

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

NOTE 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 mobility or sensory impairments, as well as older people 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 rarﬁbcuments
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