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The summary report aims to highlight the challenges, solutions, and opportunities
associated with inclusive tourism, with a focus on the best international standards and
recommendations provided by the United Nations World Tourism Organization (UNWTO) and
ISO 21902:2021, ‘Tourism and Related Services - Accessible Tourism for All - Requirements
and Recommendations.” By examining the landscape of inclusive tourism and highlighting
the role of these standards, this paper seeks to promote awareness and understanding of the
importance of accessibility and inclusivity in the global tourism industry. It also emphasizes
your role, as a professional in the field, in promoting and implementing these standards,
thereby empowering you and instilling a sense of responsibility.

Introduction

Inclusive tourism has gained significant traction, with a growing emphasis on ensuring that
travel experiences are accessible to individuals of all abilities. The United Nations World
Tourism Organization (UNWTO) has been a key player and pivotal in promoting accessibility
and inclusivity by providing comprehensive guidelines and standards for Inclusive tourism.
The introduction and development of inclusive tourism brings about economic prosperity
and fosters social cohesion and diversity within communities (UNWTO, 2023).

Embracing accessibility opens doors to a vast market segment, including persons with
disabilities, thereby expanding destination revenue streams (European Commission, 2021).

Tourism Facilities and Built
Environment Challenges

The pervasive lack of accessible infrastructure significantly hinders the progress of inclusive
tourism by limiting mobility and independence for persons with disabilities. Common
barriers include inaccessible streets, sidewalks, and transportation systems, which prevent
many from navigating tourist destinations comfortably. These issues underscore the
importance of investing in universal design and infrastructure improvements to foster
greater inclusivity and improve the travel experience for all.

This deficiency in infrastructure manifests in various critical ways, including the lack
of adequate curb ramps, poorly designed pedestrian pathways, and inaccessible public
transportation facilities. Persons with mobility challenges frequently face a range of



obstacles, such as uneven surfaces, steep gradients, and narrow walkways that fail to
accommodate wheelchairs or mobility aids. Additionally, the absence of essential features
such as tactile paving, audible crossing signals, and clear, legible signage further intensifies
navigational difficulties. Compounding these challenges is the frequent lack of ramps,
elevators, and accessible restrooms, creating a multifaceted issue that profoundly limits
autonomy and inclusivity for persons with disabilities. Addressing these barriers is essential
to fostering equitable and inclusive environments.

The lack of accessible infrastructure creates tangible obstacles to inclusive tourism

and reinforces systemic inequalities and exclusionary practices. Without adequate
accommodations, persons with disabilities are excluded from participating in various
cultural, recreational, and leisure activities that form the cornerstone of the tourism
experience. Consequently, the failure to address infrastructure challenges not only
hinders the mobility and autonomy of persons with disabilities but also undermines the
fundamental principles of equality, dignity, and social inclusion within the tourism sector.

Addressing infrastructure challenges requires joint effort from policymakers, urban
planners, and relevant stakeholders. Their role in prioritizing accessibility and inclusiveness
in urban development initiatives is crucial. Investments in accessible infrastructure,
including installing tactile paving, constructing barrier-free pedestrian pathways,

and retrofitting public transportation facilities, are imperative to create an inclusive
environment wherein individuals of all abilities can navigate urban spaces safely,
comfortably, and independently.

By proactively addressing infrastructure challenges and investing in accessible urban
environments, destinations can not only enhance the travel experience for persons with
disabilities but also foster greater social inclusion, diversity, and equity within the tourism
sector. This, in turn, can lead to increased tourism revenue and economic growth.

Digital Accessibility and
Accessible Information Challenges

Accessibility to information is crucial for fostering inclusive tourism. Unfortunately, many
tourism websites and promotional materials neglect accessibility in their design, rendering
them inaccessible to people with disabilities. From missing alternative text for images

to videos without captions, the lack of accessible information poses significant barriers
for persons with disabilities when planning and enjoying their trips. Addressing this
accessibility gap in information dissemination is essential for promoting inclusivity within
the tourism sector.



Accessible information is not just a gateway but a powerful tool that empowers persons
with disabilities to engage in inclusive tourism. It ensures that they have equitable access
to essential details about destinations, accommodations, transportation, attractions, and
services. By providing information in various formats catering to diverse sensory and
cognitive needs, we enable persons with disabilities to make informed decisions and fully
participate in the travel experience.

In addition to offering written materials in formats such as large print or Braille for

persons with visual impairments, providing audio descriptions or tactile maps enhances

the accessibility of tourist sites. Moreover, ensuring that digital content is compatible with
screen readers and other assistive technologies enables persons with disabilities to navigate
and comprehend online information effectively, from researching destinations to making
reservations. By embracing diverse formats tourism providers demonstrate their dedication
to creating welcoming and inclusive environments that accommodate the needs and
preferences of persons with disabilities.

Digital accessibility presents significant challenges within inclusive tourism, affecting how
persons with disabilities interact with online travel resources and services. In today’s digital
age, ensuring the accessibility of tourism websites and mobile applications is essential

to fostering equitable and inclusive travel experiences. As more travelers turn to online
platforms for trip planning and reservations, it is essential that these digital tools are
designed with accessibility in mind. By adhering to international standards like the Web
Content Accessibility Guidelines (WCAG), organizations can ensure their digital platforms
are accessible for persons with disabilities. The Web Content Accessibility Guidelines
(WCAG) outline four main principles: perceivable, operable, understandable, and robust,
which websites should adhere to be accessible.

One major issue is the lack of accessible design features on tourism websites and online
booking platforms. Despite advancements in web development, many sites still don’t meet
accessibility guidelines, leaving out persons with disabilities from accessing essential
travel information and services. Moreover, there’s often a notable incompatibility with
screen readers and other assistive technologies, making tourism websites inaccessible to
those with visual impairments. This creates barriers to accessing critical details such as
destinations, accommodations, and transportation schedules, hindering independence in
planning and booking travel.

Addressing these digital accessibility challenges is not a task for one but a mission for all. It
requires collective efforts from website developers, online booking platforms, and regulatory
bodies to prioritize and implement inclusive design practices. By following established
international accessibility standards like WCAG, we can ensure that tourism websites cater
to all people, regardless of their abilities. Additionally, ongoing education and training
initiatives can increase awareness about digital accessibility and equip stakeholders with the
necessary skills to create inclusive online environments for all travelers.



Addressing the challenges related to accessible information and communication in tourism
requires a multifaceted approach encompassing both physical and digital environments. By
prioritizing accessibility and inclusiveness in information dissemination and communication
practices, tourism industry can create welcoming and inclusive environments that cater to
the diverse needs and preferences of travelers with disabilities, ultimately enhancing the
travel experience for everyone.

Service and Personnel Challenges

A key element in promoting inclusive tourism is providing tourism professionals with
appropriate training to address the needs of diverse travelers, including persons with
disabilities. The tourism industry often lacks the essential knowledge and skills required
to effectively meet the needs of persons with disabilities. This deficiency contributes

to substandard service provision, which hinders the industry’s potential for growth and
development. Addressing these gaps through targeted training and awareness programs
is essential to fostering inclusive tourism and unlocking opportunities for equitable
participation and market expansion.

Furthermore, ongoing education and professional development opportunities will support
and ensure that tourism professionals stay updated on best practices and emerging trends
in inclusive tourism. These opportunities are crucial in maintaining high service standards
and can help destinations demonstrate their commitment to inclusivity and position
themselves as leaders in inclusive tourism, attracting a broader range of travelers and
enhancing their reputation as welcoming destinations for all.

By promoting awareness and understanding of divers needs, tourism staff can provide
personalized assistance and support to persons with disabilities, enhancing their overall
travel experience. Moreover, fostering a culture of inclusion among staff members
creates an accessible and supportive tourism environment for all travelers. Continued
education and training programs can further enhance the skills and competencies of
tourism staff, ensuring that they remain equipped to meet the evolving needs of travelers
with disabilities. By investing in staff training and awareness initiatives, tourism industry
demonstrate their commitment to inclusivity and create opportunities for all.



Legal and Regulatory Gaps

Legal and regulatory gaps in Inclusive Tourism continue to present challenges for the
tourism sector. Without comprehensive and clear regulations, tourism businesses are left
to interpret accessibility standards inconsistently, leading to a fragmented approach to
inclusivity. This lack of clarity often results in some businesses failing to meet the required
accessibility standards.

Furthermore, the absence of effective enforcement mechanisms exacerbates these
challenges. Even when regulations are in place, weak or poorly implemented enforcement
can undermine their impact and can create an environment where persons with disabilities
continue to face significant barriers in accessing tourism experiences, from transportation
to attractions, accommodations, and services.

Addressing these gaps requires not only the strengthening of legal frameworks but also a
deeper commitment to the development of clear, detailed regulations that are consistently
enforced across the industry. It is essential for policymakers to work closely with the
tourism industry, disability advocates, and other relevant stakeholders to create a shared
vision of accessibility that is both practical and enforceable.

Ultimately, strengthening the legal and regulatory frameworks around inclusive tourism,
alongside effective enforcement and ongoing collaboration between all involved parties,
will pave the way for a tourism environment that is truly accessible and welcoming for
people of all abilities. Such efforts will not only benefit travelers with disabilities but will
also contribute to a more diverse, inclusive, and sustainable tourism sector that reflects the
values of equality and respect for all individuals.

Solutions and Strategies

Addressing the challenges of inclusive tourism requires a joint effort from various
stakeholders, including governments, tourism organizations, and civil society, and should
consider recommendations and strategies aligned with the UNWTQ’s “San Marino Action
Agenda to Advance Accessible Tourism 2030,” which acts as a catalyst for transformative
change, promoting the inclusion of persons with disabilities and supporting the broader
objectives of the United Nations 2030 Agenda for Sustainable Development. This global
initiative focuses on advancing accessibility and inclusivity in tourism, ensuring equal
access for all while contributing to the realization of the 2030 Agenda.



The San Marino Action Agenda 2030 underlines key directions for stakeholders to
follow in advancing inclusive tourism worldwide:

» Raise awareness of the social and economic advanteges of inclusive tourism.
Inclusive tourism creates equal opportunities for all, while offering a valuable
business opportunity for destinations to attract a diverse range of travelers.

» Apply Universal Design and international standards. As travelers cross borders
globally, it is essential to ensure that the inclusivity features of services are clear
and consistent, no matter the location.

« Prioritize accessibility interventions, even in the case of scarce resources.
Training of key personnel, including managers and decision-makers, to integrate
inclusivity as a core priority.

 Incentivize entrepreneurship and a business ecosystem that offers accessible
services. Inclusive destinations are more resilient, and true sustainability in
tourism cannot be achieved without comprehensive inclusivity.

» Advance labour inclusion of persons with disability. Destination authorities
and businesses that prioritize inclusivity are better equipped to diversify their
workforce, gaining access to a wider, more skilled talent base and fostering
greater innovation and resilience.

Conclusion

In conclusion, embracing inclusive tourism is both a moral responsibility and a strategic
opportunity for destinations to thrive. By prioritizing accessibility and inclusivity, we

can tap into new market segments, foster social cohesion, and create a tourism industry
that benefits all. Moving forward, it is essential to work collaboratively to build a tourism
landscape that celebrates diversity, promotes equality, and ensures every traveler can fully
engage with and enjoy their experience. Through innovative solutions and collective effort,
we have the potential to create a truly inclusive and welcoming tourism environment,
highlighting the crucial role of each stakeholder in this journey.
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