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INTRODUCTION AND CONTEX

A Quick Approach to Accessible and Inclusive Tourism in Protected Natural Areas

As stated in the UN Convention on the Rights of Persons with Disabilities, “Disability is not an intrinsic
characteristic of the individual, but the negative and variable result of the interaction between the person,
with his or her physical, mental, intellectual, relational or sensory characteristics, and the barriers, material
or immaterial, posed by the contexts in which he or she lives.” This foundational understanding highlights a
crucial truth: context is the variable that determines difficulty. When barriers are removed, participation
becomes possible, and opportunities for meaningful engagement emerge.

Accessible and inclusive tourism ensures that everyone can participate fully in travel and leisure activities.
This approach not only fulfills ethical and legal responsibilities but also fosters social equity and enriches the
tourism experience for all. However, not all tourism sites are prepared in this respect. For example, natural
areas often pose challenges due to their rugged terrains and traditional designs; consequently, accessible
tourism in nature therefore involves innovative solutions to make these spaces navigable and enjoyable for
visitors with physical, sensory, or cognitive disabilities. Nevertheless, investment has not been enough and
they frequently lack convenient infrastructure to guarantee tourism activities are for all.

Natural area guides and tourism operators also play a critical role in bridging the gap between accessibility
challenges and inclusive experiences. By adopting inclusive design principles, they ensure that trails, visitor
centers, and activities are accessible to all. Guides can foster meaningful connections by adapting
interpretative methods to meet diverse needs, using tactile, visual, or auditory tools, and providing tailored
services. Operators, in turn, can create systemic inclusivity through training, collaboration with
stakeholders, and embedding accessibility in the design of services and infrastructure.

Within this context, the DIANA project - Developing_Inclusive and Accessible Natural Areas emerges as an
initiative aimed at making natural areas accessible and inclusive. This Erasmus+ project (KA210 VET —
Small-scale partnerships in vocational education and training project) is being implemented by three
European organisations from Italy, Macedonia, and Spain and it combines research, stakeholder
engagement, and best practices to create a comprehensive framework for inclusive tourism. Central to the
DIANA project is the development of a training toolkit designed to empower guides, operators, and park
managers with the skills and knowledge to deliver accessible tourism experiences. The toolkit includes
actionable strategies and practical tools to address physical, cognitive, and sensory accessibility, aligning
with sustainability and universal design principles.

This training toolkit has been designed with versatility in mind, allowing for both global and partial use. Each
module has been developed as a standalone training pill, enabling users to select and implement the
specific content most relevant to their needs. Whether used in its entirety for a comprehensive approach
to accessible and inclusive tourism in natural areas or employed individually to address specific gaps or
training objectives, the toolkit offers flexibility and practicality for diverse contexts and audiences. This
modular structure ensures that the toolkit adapts seamlessly to various educational, operational, and
organizational settings.

Through its focus on training and innovation, the DIANA project underscores the importance of collective
action in transforming natural tourism into an inclusive sector. This toolkit is not just a resource; it is a call to
action for the tourism industry to embrace accessibility as a core value, ensuring that everyone has the
opportunity to connect with nature on their own terms.



https://dianaerasmus.eu/

Core Objectives of the Toolkit

1. Understanding Accessibility and Inclusivity: Raise awareness of the importance of accessible
tourism in natural areas and ensure guides, tour operators and other participants understand the needs
of people with physical, cognitive, and sensory disabilities.

2. Developing Skills for Accessible Inclusive Tourism: Equip nature guides, heritage interpreters,
interpretive hosts, tourism operators, and park managers with the knowledge and practical skills
needed to deliver inclusive tourism experiences.

3.Implementing Accessible Infrastructure and Services: Provide actionable strategies for improving
the physical, cognitive, and sensory accessibility of natural environments and services.

4.Promoting Sustainability and Collaboration: Ensure that accessibility improvements are aligned with

sustainability goals and foster collaboration between stakeholders, including local communities,

disability organizations (attention to people with functional diversities), and environmental bodies.




TRAINING MODULES

PART ONE - CORE CONCEPTS TO GET USED TO ACCESSIBILITY AND INCLUSIVITY
IN NATURE TOURISM

Module 1: A Legal and Ethical Context to Accessible and Inclusive Tourism

Introduction

Accessible and inclusive tourism ensures that everyone, regardless of ability, can enjoy travel, recreation,
and cultural heritage. This requires adherence to legal standards, such as the UN Convention on the Rights
of Persons with Disabilities (CRPD), alongside ethical principles that promote equity, dignity, and respect for
all visitors. In the tourism sector, especially within natural areas, providing accessible experiences involves
meeting legal obligations through facilities, services, and digital accessibility while embracing an ethical
commitment to inclusivity and respect for diverse needs.

By understanding both legal and ethical foundations, tourism providers can create environments where all
visitors feel valued, enhancing satisfaction, fostering social inclusion, and supporting sustainable tourism.
Accessibility, therefore, is not only a regulatory responsibility but a commitment to fairness, respect, and

universal access.

1.Key Legal Frameworks

International Laws

The following table provides a comparative overview of two pivotal international laws shaping accessibility

standards worldwide.

LAW

United Nations Convention

on the Rights of Persons
with Disabilities (CRPD)

European Accessibility Act

(EAA)

SCOPE

Promotes dignity,
non-discrimination, and full
participation for people with
disabilities.

Sets EU standards for
accessible products and
services, including digital tools

for booking and planning trips.

KEY PRINCIPLES

Dignity and respect.
Non-discrimination.

Full participation and inclusion
in society.

Accessibility to public spaces,

transportation, and information.

Standardization of accessibility
across the EU.

Focus on digital accessibility
for booking systems, apps, and
online services.

Encourages innovation in
creating accessible products
and services.

APPLICATION IN TOURISM

Ensures accessible trails,
sighage, and visitor centers in
natural areas.

Requires inclusive tourism
policies and staff training.

Mandates accessible websites
and apps for tourism services.
Standardizes features in self-
service machines and kiosks at
tourist sites.




International Standards

Creating accessible tourism experiences in natural areas requires adherence to international standards that
provide guidelines for accessibility, usability, and inclusivity. These standards ensure that tourism facilities
and services are accessible to people of all abilities, promoting equitable access to nature and cultural

heritage.

STANDARD

ISO 21902:2021 -
Accessible Tourism for
All

ISO 21542:2021 - Built
Environment
Accessibility

ISO 21903:2004 -
Tourism Services
Information

EN 301549 - ICT
Accessibility

Web Content
Accessibility Guidelines
(WCAG)

Global Sustainable
Tourism Council (GSTC)
Criteria

SCOPE

KEY REQUIREMENTS

¢ Accessible information in

Guidelines for inclusive tourism
for people with disabilities, .
older adults, and families.

Braille, audio, large print.
Accessibility in transport,
accommodations, dining, and

attractions.
¢ Staff training on accessibility
awareness.

¢ Stable, wide, and gently

Standards for accessible built

environments, including .
pathways, signage, and
restrooms. .

sloping trails for wheelchairs.
Barrier-free entrances and
ramps.

High-contrast, tactile, or Braille

sighage.

Accessible and clear
information on tourism
services for all visitors. .

Accessibility requirements for
digital interfaces like websites
and kiosks.

Standards for accessible web .
content organized under POUR
principles. o

Combines accessibility with .
environmental and social
sustainability.

Information in Braille, large
print, audio, and alternative
formats.

Clear, concise, and plain-
language content.

Screen-reader-compatible
websites with text
alternatives and high-
contrast text.

e Tactile buttons, Braille labels,

and audio options for kiosks.
Captions and audio
descriptions for multimedia.

Perceivable: Text
alternatives for images; video
captions.

Operable: Keyboard
navigation.

Understandable: Clear
language and predictable
navigation.

Robust: Assistive tech
compatibility.

Eco-friendly accessibility
adaptations (e.g., recycled
materials).

Community involvement in
facility design.

APPLICATION IN NATURAL AREAS

Accessible trail guides, audio tours,
and accommodations.

Accessible boardwalks, viewing
platforms, and tactile wayfinding
systems.

Accessible maps, guides, and
brochures in multiple formats.

Accessible booking systems,
information kiosks, and
downloadable audio guides.

Accessible websites with large-
print maps, audio descriptions,
and clear language.

Eco-friendly boardwalks,
observation decks, and
adaptive resources like tactile
maps.




Summarizing and Cross-checking National Legal Frameworks of Spain, North Macedonia
and ltaly

ASPECT

Ratification of UN CRPD

Key Accessibility
Legislation

Tourism-Specific
Accessibility Framework

National Accessibility
Strategy

Focus on Digital
Accessibility

Cultural and Recreational
Accessibility

Workplace Adaptations

Discrimination
Protections

Local Guidelines

SPAIN

Ratified in 2007

General Act on Rights of
Persons with Disabilities (Real
Decreto Legislativo 1/2013),
Dependency Law (39/2006)

Spain is Accessible (Plan de
Accesibilidad Turistica - PAT
Espaia)

Il National Plan of Universal
Accessibility (2023), Spanish
Strategy on Disability 2022-
2030

Highlighted in Il National Plan,
including website and ICT
guidelines

Cultural Strategy for All and
Inclusive Forum, Autism Action
Plan (2023-2027)

Asset Protection for Persons
with Disabilities (Ley 41/2003),
initiatives in autonomy

Protections under the General
Act and civil dialogue initiatives

ITALY

Ratified in 2009

Framework Law 104/1992,
Presidential Decree 503/1996,
Law 13/1989, Law 67/2006

National Tourism Plan (NTP)

includes accessibility among key

goals

No standalone strategy but
extensive laws on accessibility
in diverse areas

Comprehensive laws on public
and private digital accessibility
(Law 4/2004)

Mandates access to cultural and

recreational facilities via Law
18/2009

Law 68/1999 supports
workplace adaptations and
targeted employment

Law 67/2006 prohibits
discrimination against persons
with disabilities

Cities and regions often set their own accessibility standards.

NORTH MACEDONIA

Ratified in 2011

Law on Tourism Development
(2012), Strategy for Rights of
Persons with Disabilities (2023-
2030)

National Tourism Strategy (2016-
2020)

Strategy for the Rights of
Persons with Disabilities (2023-
2030)

Aligned with international
standards and CRPD

Promotes inclusion in culture,
sports, and recreation under
national strategies

Law on Employment of
Disabled Persons focuses on
workplace adaptations

Law on Prevention of and Protection
from Discrimination prohibits
disability-based discrimination

For example, the Barcelona Accessibility Ordinance in Spain ensures accessibility across public spaces,
transportation, buildings, and communication.

Key components include:
« Urban Design: Requires accessible streets, parks, and plazas with ramps, tactile paving, and audible

crosswalk signals.

« Public Transportation: Mandates accessibility in buses, metro stations, and trains, with low-floor buses,

elevators, and visual/audio announcements.

« Building Standards: New and renovated public buildings must have accessible entrances, elevators,

and restrooms.

« Communication: Requires Braille, audio options, accessible websites, and tactile signage in public

services.




2. Ethical Principles

The following table outlines the key ethical principles that guide accessible and inclusive tourism. These
principles—dignity, equity, inclusion, and sustainability—serve as a foundation for creating tourism
experiences that respect individual rights, provide fair access, celebrate diversity, and protect natural
environments. By integrating these principles, tourism providers can ensure that their practices are not
only inclusive but also socially and environmentally responsible.

ETHICAL DEFINITION APPLICATION
PRINCIPLE
Recognizing the inherent value of every individual ¢ Provide staff training to address visitors' needs sensitively.
Dignity ensuring they feel respected and valued during their * Avoid patrorluzmg ac“f’”s or Iangulage. ) )
tourism experience e Example: Tailored assistance for visually impaired guests.
) ) ) ¢ Design facilities for diverse needs (e.g., Braille signage,
Ensuring everyone has _an equa_l opportunl.ty to enjoy audio guides).
Equity natural areas by removing barriers that might * Address economic barriers with discounted entry fees.
exclude certain groups. e Example: Shuttle services for mobility-challenged visitors.
¢ Develop programs integrating adaptive equipment (e.g., all-
Creating environments and activities that welcome terrain wheelchairs). i
Inclusion and actively involve people of all abilities in o Offer diverse activity formats (e.g., multisensory

Sustainability

meaningful ways.

Ensuring accessibility improvements harmonize
with environmental conservation and community
well-being.

experiences).
Example: Guided tours using sign language or tactile
elements.

Use eco-friendly materials for accessibility features.
Design unobtrusive features that preserve natural
surroundings.

Example: Solar-powered, accessible viewing platforms.

Tips to make your tourism service ethically consistent - Ethics in Action!

e Dignity: Treat all visitors with respect.
« Equity: Provide fair access to natural areas and experiences.
¢ Inclusion: Design tourism activities that cater to diverse needs.

« Sustainability: Ensure adaptations are eco-friendly and beneficial for everyone.

3. Why it is important to understand and implement Accessibility Laws and Standards in

Tourism

1. Enhanced Visitor Satisfaction: Accessible facilities and services improve the experience for all
visitors, leading to positive feedback and higher visitor retention. Visitors with disabilities, seniors, and
families benefit from inclusive environments.

2. Consistency Across Regions: Following international standards like the CRPD, ISO, and EN
standards creates uniformity, making sites accessible to a global audience. This consistency
enhances the tourism destination’s appeal and reputation worldwide.

3. Inclusivity and Social Responsibility: Implementing these standards fulfills social responsibility
goals and promotes inclusivity by upholding the rights of people with disabilities. Accessible tourism
helps foster an environment of equity and respect.

4.Competitive Advantage: Accessible tourism sites attract a wider market, including travelers with
disabilities, elderly tourists, and families. This expands the site's reach, enhances its marketability, and
can lead to increased revenue.

5. Legal Compliance and Reduced Liability: Adhering to standards and meeting legal requirements
ensures compliance with legal obligations, reducing the risk of potential lawsuits or penalties related
to accessibility deficiencies.




4. Tips to Adapt Your Services to Legal and Ethical Requirements

We know the legal and ethical frameworks we have presented can be difficult to follow because, above all,
both of them can be difficult to understand. Below you will find some tips to help you adapt and operate
within this context:

¢ Understand the Laws and Consult Experts: Review local, national, and international accessibility
requirements. If you need help, do not hesitate to contact advocacy experts and professionals.

« Regular Accessibility Audits: Conduct periodic audits based on ISO standards and WCAG guidelines
to ensure facilities meet current accessibility requirements. Audits help identify and address barriers to
accessibility, ensuring continuous improvement

« Staff Training: Train staff on accessibility standards, CRPD principles, and customer service skills to
assist visitors with diverse needs effectively. Knowledgeable staff can improve visitor experiences and
enhance the site’s inclusivity.

« Collaborate with Disability Advocacy Groups: Engage local disability organizations to provide insights
and feedback on accessibility needs. Their input ensures that solutions are effective and aligned with
the needs of visitors.

« Use this training toolkit! The modules of this training toolkit aim at promoting awareness of accessible
tourism in natural areas, ensuring guides and operators understand the diverse needs of visitors with
physical, cognitive, and sensory disabilities. They focus on equipping tourism professionals with the
knowledge and skills to deliver inclusive experiences, implementing actionable strategies to improve
accessibility, and aligning these efforts with sustainability goals. Collaboration among stakeholders,
including local communities, disability organizations, and environmental bodies, is emphasized to create
inclusive, sustainable, and impactful tourism experiences.

5. Food for Reflection

e« What are the most significant challenges your organization faces in implementing accessible and
inclusive tourism practices?

e How can collaboration with disability advocacy groups improve the inclusivity of your tourism services?

e Are there areas in your current operations where accessibility and sustainability goals conflict? How
can these be reconciled?

e How can tourism providers better align their practices with the principles of dignity, non-discrimination,
and inclusion as outlined in the CRPD?

e How can we ensure that visitors with disabilities feel respected and valued without being overly
patronizing or intrusive?

e How can we design activities that meaningfully include people with diverse needs without
compromising the experience for others?

e How can we balance the need for accessibility with the responsibility to protect the natural
environment?

e How can natural areas implement accessible tourism guidelines while maintaining their unigueness and
appeal?

e What practical challenges might arise when retrofitting existing infrastructure to meet accessibility
standards, and how can they be addressed?

e How can we ensure that information provided in accessible formats is comprehensive yet easy to
understand for all users?

* How can community involvement improve the sustainability and inclusivity of accessibility adaptations?

» Are the digital tools provided by your organization meeting the standards for accessibility as required
by the EAA?




Conclusion

Accessible and inclusive tourism is both a legal mandate and an ethical imperative, fostering equity, dignity,
and sustainability within the tourism sector. By aligning operations with frameworks such as the UN CRPD,
European Accessibility Act, and ISO standards, tourism providers can ensure compliance while enhancing
the visitor experience. Integrating ethical principles such as dignity, equity, and inclusion allows for
meaningful participation by all individuals, regardless of ability.

With regular audits, staff training, and collaboration with advocacy groups, providers can overcome
challenges and deliver inclusive services that benefit all while preserving natural and cultural heritage for
future generations. The rest of the modules of this training toolkit will help you to reach this objective!
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TRAINING MODULES

PART ONE - CORE CONCEPTS TO GET USED TO ACCESSIBILITY AND INCLUSIVITY
IN NATURE TOURISM

Module 2: Understanding Diverse Abilities and Specific Access Needs
Summary

This module explores the diverse abilities and specific access needs that individuals may have when
visiting natural areas. Understanding the unique requirements of people with physical, cognitive, and
sensory disabilities is crucial for creating inclusive tourism experiences. This module provides insights into
accessible tourism demand, discusses challenges related to different types of disabilities, and offers
practical approaches to address these needs effectively.

By fostering accessibility in natural areas, we ensure that all visitors can enjoy, explore, and connect with
nature in ways that are meaningful and respectful of their unique abilities.

1. Accessible Tourism and Demand Profiles

Creating an inclusive travel experience is essential for meeting the diverse needs of all travelers, including
those with physical, cognitive, or sensory disabilities. Accessibility is not just about compliance but about
fostering environments where everyone can fully engage, explore, and enjoy their journeys without
barriers.

By understanding and addressing the specific requirements of different groups, travel providers can
enhance their offerings, ensuring that destinations, services, and facilities are welcoming and
accommodating for all.

Below, we explore the unique needs of three key groups of travelers and the measures that can make
their travel experiences seamless and enriching.

« Travelers with Physical Disabilities: These travelers seek barrier-free experiences, including step-free
paths, accessible restrooms, and transportation. Physical accessibility is a key priority, with a focus on
mobility aids, wheelchair-accessible areas, and convenient parking options.

« Travelers with Cognitive Disabilities: This group values clear and straightforward communication,
simplified information, and easily navigable spaces. Visitors with cognitive disabilities benefit from
predictable environments, organized signage, and visual guides to minimize confusion and sensory
overload.

« Travelers with Sensory Disabilities: Individuals with visual or hearing impairments benefit from audio
descriptions, tactile guides, visual aids, and assistive listening devices. Accessible sensory
accommodations allow these travelers to engage more fully with their surroundings.

2. Physical Disabilities and Mobility Challenges

Physical disabilities refer to a wide range of conditions that impact a person’s ability to move, coordinate
actions, or perform physical tasks. These disabilities can affect muscles, joints, bones, or the nervous
system, resulting in reduced mobility, strength, balance, or coordination. Mobility challenges, specifically,
involve difficulties in moving around, which may stem from physical disabilities but can also be related to
age, temporary injuries, or chronic illnesses.




Challenges for Individuals with Physical Disabilities

e Pathway Accessibility: Trails may be too narrow, uneven, or steep for safe navigation with
wheelchairs or mobility aids.

« Lack of Accessible Restrooms: Inaccessible restrooms limit the length of time visitors with disabilities
can comfortably spend in natural areas.

+ Transportation Barriers: Lack of accessible transportation within parks or reserves can make it
challenging to reach remote areas.

« Natural limit: Accessibility in nature has a “natural” limit that does not depend on the capabilities of the
individual but on the carrying capacity (sustainability) of ecosystems.’

Best Practices for Physical Accessibility

» Accessible Trails and Paths: Ensure paths are stable, wide enough for wheelchairs (ideally 1.5 meters
or more), and have a firm surface, respecting the overriding objective of nature conservation (e.g.,
concrete or compacted gravel). Ramps should replace stairs where possible, with slopes under 5% for
ease of use.

+ Accessible Viewing Points and Facilities: Design accessible observation platforms, restrooms, and
seating. Provide handrails along trails and ramps for additional support.

¢ Accessible Parking and Transportation: Offer designated accessible parking near entrances and
accessible shuttle services where applicable. Where possible, provide joelette hire services or small
individual vehicles (electric scooters) located close to the car parking area. The use of mechanical
means must, of course, always take place in strict compliance with the overriding objective of nature
conservation.

* BRest areas: Identify, along pedestrian routes, rest and rest areas (every 100 to 200 metres) with
benches and appropriate seating systems.

Distinguishing Physical Disabilities and Mobility Challenges

« Physical Disabilities: Physical disabilities encompass any long-term impairment affecting physical
movement or dexterity. This category includes conditions like spinal cord injuries, cerebral palsy,
muscular dystrophy, and limb differences.

+ Mobility Challenges: Mobility challenges refer more broadly to any difficulty in moving or navigating
spaces. While they often overlap with physical disabilities, mobility challenges may also affect
individuals without a recognized disability, such as older adults, those recovering from surgery, or
individuals with temporary injuries.

Both groups benefit from environments that offer physical accessibility, as these adaptations support the
diverse mobility needs of individuals visiting natural areas or public spaces.

Common Needs and Adaptations for Physical Disabilities and Mobility Challenges

People with physical disabilities or mobility challenges benefit from environments designed for accessibility,
which allows them to navigate spaces independently, safely, and comfortably. Here are some key needs
and corresponding adaptations:




1.Barrier-Free Entry and Exit Points
« Need: Entry points without stairs or high thresholds, which make entering and exiting spaces difficult
for those with wheelchairs, walkers, or limited flexibility.
« Adaptation: Install ramps with a gentle incline, automatic doors, or wide, flat pathways at entrances to
provide seamless access.

2.Accessible Pathways and Trails
+ Need: Clear, stable paths that allow people to navigate spaces with minimal strain or risk of tripping or
falling.
» Adaptation: Design pathways that are smooth, stable, wide (at least 1.5 meters), and constructed with
non-slip surfaces. Gradual inclines and resting points enhance accessibility.

3. Accessible Restrooms

+ Need: Restroom facilities that allow for safe, independent use, including adequate space for mobility
devices.

« Adaptation: Provide accessible stalls with grab bars, low sinks, and wide doorways to accommodate
wheelchairs or walkers. Ensure clear paths leading to and within restrooms.

4. Designhated Parking and Drop-Off Zones

¢ Need: Parking spots close to entrances and wide enough to accommodate loading and unloading
mobility devices.

« Adaptation: Reserve accessible parking spaces hear entrance points, with clear signage, and provide a
safe, barrier-free route from the parking area to the entrance.

5. Accessible Seating and Rest Areas

+ Need: Frequent seating options along trails or in visitor areas for people with reduced endurance,
including accessible seating for wheelchair users.

« Adaptation: Install benches and resting areas at regular intervals along pathways and ensure that
some seating options are accessible for people using mobility aids.

6. Handrails and Support Structures

+ Need: Support for balance and stability, particularly on slopes, steps, and ramps.

« Adaptation: Place handrails along ramps, steps, and narrow trails, ensuring they are at an accessible
height and designed to be comfortably gripped.

7. Smooth and Firm Surfaces

+ Need: Stable ground to allow ease of movement for wheelchairs, walkers, and those with balance
issues.

« Adaptation: Use materials like compacted gravel, asphalt, or concrete for pathways, ensuring a stable
and firm surface for easy mobility.

8. Clear Sighage and Wayfinding

+ Need: Easily readable signs that provide directions to accessible features, such as restrooms, seating,
and accessible paths.

« Adaptation: Install clear, large-print signs with icons indicating accessible routes and facilities. Place
signs at accessible heights to improve readability.




Adapting our services to different types of needs

The following table is an example of how different types of physical disabilitieshave different types of
needs and how important it is to adapt our services to this diversity of needs.

DISABILITY TYPE COMMON ACCESS NEEDS EXAMPLE ADAPTATIONS
Paralysis and Spinal Cord Barrier-free paths, ramps, accessible Step-free entryways, accessible stalls
Injuries restrooms

Muscular and

Neuromuscular Conditions = Rest areas, wide paths, handrails Frequent seating, handrails on slopes
Limb Differences and Stable surfaces, accessible parking, wide Smooth pathways, accessible seating
Amputations entryways
Arthritis and Joint Conditions Non-slip surfaces, shorter distances, rest Paved paths, shaded seating
areas
Balance;_nd (;oordma't'on Handrails, clear wayfinding, low-threshold Handrails along paths, non-slip pathways
fsorders entryways
Age-Related Mobility Accessible rest areas, gentle slopes, shaded Comfortable seating, clear pathway markings
Challenges areas

Additional Considerations for Designhing Accessible Natural Areas

1. Visibility of Accessible Features

» Clearly label accessible features (restrooms, paths, parking) on maps and signs to ensure visitors are
aware of accessible options.

2.Emergency Evacuation and Safety

¢ Create accessible evacuation routes and have emergency protocols in place for assisting visitors with
mobility impairments in case of evacuation or emergencies.

3.Inclusive Transportation Options

« Offer accessible shuttle services or transportation options within larger natural areas, allowing visitors
with mobility challenges to reach distant points of interest.

4.Staff Training

« Train staff to assist individuals with physical disabilities in a respectful and helpful manner, providing
guidance on accessibility features and accommodations.

3. Understanding Cognitive Disabilities

Definition and Overview

Cognitive disabilities encompass a wide range of conditions that affect an individual's ability to process
information, learn, communicate, remember, and make decisions. These disabilities may impact memory,
problem-solving, attention, comprehension, commmunication and executive functioning.

Cognitive disabilities include both developmental disabilities, which are present from childhood (e.g.,
intellectual disabilities), and acquired cognitive impairments (e.g., from brain injuries or dementia).




Types of Cognitive Disabilities

Cognitive disabilities vary widely in their impact, and the specific needs of individuals can differ significantly.
Key types include: Intellectual Disabilities (e.g, Down Syndrome), Learning Disabilities (e.g., Dyslexia,
Dyscalculia, Dysgraphia) Memory Disorders (e.g.,, Amnesia, Alzheimer’s), Attention Disorders (e.g., ADHD),
Executive Function Disorders, Developmental Disorders (e.g., Autism Spectrum Disorder), Mental health
disorders (e.g.Bipolar disorder, Schizophrenia, Depression, Anxiety), Traumatic Brain Injury (TBI),
Neurological Disorders (e.g., Epilepsy, Multiple Sclerosis), Dementia and Degenerative Diseases (e.g.,
Alzheimer’s, Parkinson’s) and others. However, we must be aware that there are many different types and
specifics of cognitive disabilities and be mindful and adaptable to their needs.

Challenges for Individuals with Cognitive Disabilities

People with cognitive disabilities face unique challenges, especially in hew or complex environments.
Natural areas with unpredictable terrain, unclear signage, and sensory-rich environments can create
additional barriers for individuals with cognitive disabilities.

Common Challenges:

« Complex Information: Dense text, technical terms, and lack of visual aids can make information
difficult to understand.

e Sensory Overload: Crowded areas, loud sounds, and visually stimulating settings can be
overwhelming and distressing.

« Navigation Difficulties: Unmarked trails, complex layouts, or changes in environment can create
confusion and anxiety.

« Social Interaction: Social cues or group dynamics may be challenging, impacting comfort during
guided tours or group activities.

Access Needs:

e Clear and Simplified Information: Use plain language, simple instructions, and visual symbols to
convey essential information.

* Predictable and Structured Environments: Consistent layouts, clearly marked paths, and color-coded
trails reduce confusion and make it easier to navigate.

* Sensory-Friendly Spaces: Provide calm, quiet areas where visitors can retreat to avoid sensory
overload and take breaks when needed.

e Orientation Aids and Assistance: Offer maps, visual guides, and trained staff who can assist with
navigation and provide support when needed.

Best Practices for Enhancing Accessibility for Cognitive Disabilities

To make natural areas more accessible for individuals with cognitive disabilities, tourism providers can
implement a range of best practices focused on simplifying information, enhancing orientation, and
minimizing sensory overload.

1.Simplified Information and Signhage

« Plain Language and Clear Visuals: Use clear and concise language on signs, maps, and informational
materials. Avoid technical terms and jargon, and provide visual icons or symbols to reinforce written
information. For example, easyreading or CAA.

¢ Visual Symbols and Color Coding: Use color-coded maps and directional arrows to indicate trails,
restrooms, and key landmarks. For example, assign each trail a different color and use that color on
signs along the path.

« Multiple Formats: Provide information in formats beyond text, such as audio guides or illustrated
maps, to help visitors comprehend and retain information.




2. Structured Orientation Aids

Maps with Simple Layouts: Use maps with clear, minimal information and large font sizes. Indicate
“you are here” points to help visitors orient themselves easily.

Frequent Markers and Landmarks: Place markers at regular intervals along trails and key locations,

such as rest areas, viewpoints, or bathrooms. Use icons or symbols for easy recognition.

Directional Arrows: Mark routes with arrows to guide visitors through trails and to facilities. Arrows

should be color-coded and positioned at eye level.

3. Sensory-Friendly and Low-Stimulation Environments

+ Designated Quiet Areas: Create quiet spaces or rest zones where visitors can retreat from crowded
or noisy areas. These spaces can be natural, shaded spots along trails or designated rooms in visitor
centers.

¢ Controlled Group Sizes for Tours: Offer small-group or individualized tours to accommodate visitors
who may feel overwhelmed in larger groups.

« Visual and Auditory Sensory Control: Avoid flashing lights or overly bright colors on signs. If sound is
used (e.g., in audio guides), offer volume control and use soft background sounds.

4. Orientation and Navigation Support

« Staff Assistance: Train staff to assist individuals with cognitive disabilities by giving clear, step-by-step
instructions and being sensitive to sensory needs.

¢ Orientation Guides: Provide downloadable guides that outline what visitors can expect, such as a
virtual walkthrough or photos of key landmarks.

« Digital Tools for Navigation: Offer digital maps or apps that can assist with wayfinding and provide

audio instructions. These tools can allow visitors to navigate at their own pace.

5. No One-Size-Fits-All Solution for Cognitive Disabilities: Requires constant adaptation and flexibility
in the approach

Examples of Access Needs and Solutions for Cognitive Disabilities in Natural Areas

Complex or dense information Simplified language and visual cues Use plain language on sighage; add symbols/icons

Sensory overload in busy
areas

. . Designate quiet areas and provide calming spaces
Sensory-friendly environments 9 a P 9 sp

Difficulty navigating

. Clear, structured navigation aids Use color-coded trails, frequent markers
unfamiliar spaces
Social or group discomfort Flexibility in group activities Offer small-group or personalized tours
Confusion with map layouts Simple, clear maps and guides Provide basic, color-coded maps with “you are here”
points

4. Sensory Disabilities: Meeting the Needs of Individuals with Visual or Hearing Impairments

Understanding Sensory Disabilities

Sensory disabilities refer to impairments that affect how individuals perceive sensory information, primarily
impacting vision and hearing. It also includes tacting disabilities, which affect an individual's ability to
perceive or interpret tactile stimuli such as pressure, temperature, texture, or vibration.




These disabilities can range from mild to severe, including partial or complete loss of a sense. Sensory
disabilities require environments that accommodate alternative ways of engaging with and processing
information.

Types of Sensory Disabilities §§\
. /

1.Visual Impairments

¢ Visual impairments include a spectrum of conditions affecting sight, from low vision to complete
blindness. Common conditions include cataracts, glaucoma, macular degeneration, and congenital
blindness.

¢ Impact: Individuals with visual impairments may struggle to navigate spaces independently, recognize
faces or sighage, or perceive environmental cues. Low-light conditions, small print, and poor contrast
are particularly challenging.

2.Hearing Impairments

¢ Hearing impairments range from mild hearing loss to profound deafness. Causes include genetic
factors, illness, age-related hearing loss, and injury.

¢ Impact: Individuals with hearing impairments may have difficulty understanding speech, especially in
noisy environments. Auditory information, such as announcements or guide explanations, can be
inaccessible without visual or text alternatives.

3. Tactile Sensory Impairments

« Tactile sensory impairments refer to a range of conditions that affect a person's sense of touch. These
impairments can vary in severity, from reduced sensitivity to complete loss of tactile perception.
Causes include genetic factors, neurological disorders, trauma, or conditions such as diabetes or
multiple sclerosis.

« Impact: Individuals with tactile sensory impairments may experience difficulties with tasks that rely on
touch, such as recognizing textures, feeling temperature changes, or detecting physical sensations.
This can affect daily activities like dressing, using devices, or navigating spaces. For individuals with
severe impairments, accessibility may require adaptive tools or technology, such as tactile signaling
systems, to help them interact with their environment and receive information.

Challenges for Individuals with Sensory Disabilities

People with sensory disabilities benefit from environments that provide information and cues in multiple
formats. Natural areas with limited visual or auditory information can pose particular challenges.

Common Challenges:
¢ Visual Impairments: Challenges include difficulty in recognizing signage, navigating uneven terrain,
and identifying landmarks or pathways without visual support.
+ Hearing Impairments: Challenges include missing spoken information on guided tours, difficulty
hearing announcements or environmental cues, and challenges in group interactions.

Access Needs:
+ Alternative Information Formats: Individuals with sensory disabilities benefit from tactile, auditory,
and visual aids to replace or supplement standard information.
¢ Clear and Consistent Cues: Trails, pathways, and wayfinding systems need to provide consistent and
accessible markers for navigation.
e Assistive Technology: Tools such as audio guides, assistive listening devices, and smartphone
navigation apps can improve accessibility for individuals with sensory impairments.




Best Practices for Enhancing Accessibility for Sensory Disabilities

To make natural areas more accessible to individuals with sensory disabilities, tourism providers can
implement a variety of best practices that provide alternative access to information, aid navigation, and

support safety.

g
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1.For Visual Impairments N
Tactile and Braille Sighage

+ Need: People with visual impairments rely on tactile feedback for navigation and information.

« Solution: Place Braille signage at entrances, key intersections, and trailheads to indicate directions,
facilities, and points of interest. Install tactile maps in visitor centers to help orient visitors.

Contrasting Path Markings and Textured Surfaces

¢ Need: High-contrast visuals and tactile cues help visually impaired visitors identify paths and avoid
obstacles.

» Solution: Use high-contrast color markings to outline pathways and install textured surfaces (such as
raised strips or mats) along path edges or transitions (e.g., from trail to stairs). Textured surfaces can
signal changes in terrain or warn of potential hazards.

Audio Descriptions and Wayfinding

¢ Need: Audio cues can supplement or replace visual information.

« Solution: Provide audio guides that describe the environment, highlight landmarks, and indicate safety
information. GPS-enabled audio guides can be especially useful in larger natural areas, giving real-time

information and guidance as visitors move through the site.

2. For Hearing Impairments
Visual Communication Tools

¢ Need: Individuals with hearing impairments require visual or text-based alternatives to auditory
information.

¢ Solution: Provide printed or digital guides, captioned videos, and illustrated maps that convey essential
information. Use pictorial signs that illustrate directions and highlight points of interest.

Assistive Listening Devices for Guided Tours

+ Need: Amplified sound can help visitors with partial hearing participate fully in guided tours or
presentations.

« Solution: Offer assistive listening devices, such as portable amplifiers or FM systems, to amplify tour
guides’ speech. This equipment allows visitors with hearing aids or cochlear implants to receive clear
audio in noisy environments.

Sign Language and Text Alternatives

* Need: Individuals who use sign language or prefer text may find it difficult to follow spoken information
during tours or events.

e Solution: Provide a written version of tour information and, where possible, offer sign language

interpreters. Alternatively, use mobile apps or digital screens to display real-time text-based information

during presentations or tours.




Examples of Access Needs and Solutions for Sensory Disabilities in Natural Areas

CHALLENGE ACCESS NEED SOLUTION
Navigation and Orientation for o e 10 and Braille signage Provide Braille signs, tactile maps, and audio guides
Visual Impairments
Uneven terrain for visually Textured pathways and tactile warnings Install textured surfaces along paths and at trailheads
impaired visitors
Understanding auditor ) ) ) ’ . . . .
9 Y Visual or text alternatives to audio Offer captioned videos, printed guides, and assistive

information for hearing listening devices

impairments
Following spokeh tours or Sign language interpretation and text Provide text guides or real-time captions on devices
presentations guides

5. Case Studies: Common Accessibility Challenges in Natural Areas

j‘t-* Case study 1: La Garrotxa Volcanic Zone Natural Park, Catalonia, Spain

« Challenge: Adapting a volcanic landscape with unique terrain for visitors with physical disabilities, while

preserving the natural environment.

¢ Solution: La Garrotxa introduced an accessible hot air balloon experience, designed with a secure,
accessible basket that accommodates wheelchair users. This innovative approach allows individuals with
mobility impairments to enjoy panoramic views of the volcanic region without extensive modifications to
the ground infrastructure.

+ Takeaway: Creative solutions like accessible hot air balloon rides can provide access to difficult terrains,
offering a unique experience that showcases the landscape while maintaining environmental integrity

gg Case study 2: Pelister National Park, North Macedonia

e Challenge: Adapting rugged, mountainous terrain for visually impaired visitors without extensive
modifications that would alter the natural landscape.

¢ Solution: In collaboration with Natura MK, the park developed guided hiking tours specifically for visually
impaired visitors, using tactile and auditory guidance methods. Guides created accessible routes by
mapping safe paths and provided sensory experiences, allowing visitors to interact with the environment
through touch, sound, and scent.

« Takeaway: Guided sensory-focused tours are an effective way to offer accessibility in challenging terrains,
allowing visitors with visual impairments to enjoy natural experiences with minimal environmental impact.

i . .
F Case study 3: Montseny Natural Park, Catalonia, Spain
—=
« Challenge: Ensuring that visitors with cognitive disabilities can navigate and engage with the natural park’s

biodiversity and cultural heritage without feeling overwhelmed or excluded.

¢ Solution: Montseny Natural Park introduced cognitive accessibility features, including color-coded maps,
simple and intuitive signage, and quiet zones where visitors can retreat from sensory stimulation.
Interactive, tactile displays and sensory gardens were also implemented, allowing visitors with cognitive
disabilities to engage with plants through touch, smell, and sight. Additionally, customized workshops and
sensory experiences provide tailored learning environments.

« Takeaway: Incorporating clear, color-coded signage, quiet zones, and interactive elements can help visitors

with cognitive disabilities feel comfortable and engaged, fostering a more inclusive natural experience.




Case study 4: Garajonay National Park, La Gomera, Canary Islands, Spain

¢ Challenge: Engaging visitors with visual and cognitive disabilities in a dense laurel forest environment, which

ft_h presents navigation and interpretive challenges.
= . Solution: Garajonay National Park created a multi-sensory trail with tactile markers, audio guides, and resting

areas. These features enable visually impaired visitors to experience the forest using touch, sound, and
guided tours led by trained staff.

« Takeaway: Multi-sensory experiences, including tactile elements and audio guides, enhance engagement
and accessibility in natural areas, providing diverse ways for visitors to connect with the environment.

‘ E Case study 5: Parco Nazionale d'Abruzzo, Lazio e Molise, Italy- ONOTHERAPY TREKKING ROUTE

¢ Challenge: create a route both made of environmentally friendly materials, in order to minimise the
environmental impact and preserve the peculiarities of the landscape, and characterised by the possibility of
pet-therapy.

« Solution: Assisted Activity with Donkeys falls under pet-therapy and is an equestrian practice that uses the
donkey as a therapeutic tool and takes the form of a complex of education and re-education techniques
aimed at overcoming sensory, motor, cognitive, affective and behavioural impairment.

« Takeaway: Onotherapy, due to the very nature of the animal, the specific facilitating function of the
practitioner and the approach methodology, has the capacity to restore trust, to revive feelings and the
pleasure of emotional communication.

Conclusion

This module emphasizes the importance of understanding and meeting the access needs of individuals with
physical, cognitive, and sensory disabilities. By implementing these best practices and solutions, tourism
providers in natural areas can create welcoming and inclusive environments. These efforts benefit both visitors
and the broader community by ensuring that natural spaces can be enjoyed by everyone, regardless of abllity.
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TRAINING MODULES

PART ONE - CORE CONCEPTS TO GET USED TO ACCESSIBILITY AND INCLUSIVITY
IN NATURE TOURISM

Module 3: Inclusive Design and Infrastructure in Natural Areas

Summary

Inclusive design in natural areas aims to create environments that are welcoming, accessible, and
enjoyable for all visitors, regardless of their abilities. By implementing inclusive design, natural spaces like
parks, reserves, and heritage sites can provide meaningful experiences to everyone, including people with
physical, sensory, and cognitive disabilities, as well as older adults and families with young children.

The essence of inclusive design goes beyond removing barriers; it involves a proactive approach to
shaping spaces that support diverse needs. This includes designing accessible pathways, signage, rest
areas, and other facilities that allow all visitors to navigate comfortably and safely. Inclusive infrastructure
also prioritizes interpretive tools that enable visitors to connect with the natural and cultural significance of
the area, offering audio guides, tactile models, and sensory experiences to ensure that everyone can
engage in their own way.

By embracing inclusive design, natural areas promote equality, enhance visitor satisfaction, and contribute
to sustainable, responsible tourism. This approach recognizes the value of accessibility as part of our
collective commitment to creating spaces where everyone feels welcome and able to experience the
beauty and tranquility of nature.

1.Principles of Universal Design in Tourism

Universal design is a philosophy that encourages designing environments usable by as many people as
possible, without needing adaptation. In tourism, this means creating spaces, infrastructure, and
experiences that are accessible to everyone, regardless of age, ability, or background.

Core Principles of Universal Design:

1.Equitable Use: Design is useful and accessible to people with diverse abilities (e.g., ramps and
pathways that work for both wheelchair users and families with strollers).

2.Flexibility in Use: Accommodates a range of individual preferences and abilities (e.g., audio guides and
text descriptions for different learning styles).

3.Simple and Intuitive Use: Easy to understand, regardless of experience, knowledge, or concentration
levels (e.g., simple signage and clear instructions).

4.Perceptible Information: Communicates necessary information effectively to all users, using multiple
sensory channels (e.g., visual, tactile, and auditory).

5.Tolerance for Error: Minimizes adverse consequences from unintended actions (e.g., low barriers and
safe edges on pathways).

6.Low Physical Effort: Design can be used comfortably with minimal fatigue (e.g., smooth trails and
regular resting points).

7.Size and Space for Approach and Use: Provides enough space for various physical postures and

movements (e.g., wide paths, accessible parking).




Application in Tourism: Universal design principles in natural tourism help create inclusive environments.

For instance, an accessible trail that includes ramps, clear signage, and wide paths caters to visitors with
mobility aids, families with young children, and older adults.

2. Designing_Accessible Utilities

UTILITY KEY ELEMENTS
¢ Ramps and Gradual Slopes: Replace stairs with ramps or gradual inclines (ideally under 5%
Accessible Pathways grade) to support wheelchair access.
Designing accessible trails and ¢ Wide Pathways: Pathways should be at least 1.5 meters wide to allow two-way traffic for
pathways requires attention to both wheelchairs and other mobility devices.
natural terrain and man-made ¢ Stable, Non-Slip Surfaces: Use compacted gravel, concrete, or asphalt to provide a smooth,
elements non-slip surface.

¢ Tactile Markers: Add tactile paving to warn of changes in path direction, elevation, or surface.

¢ Restrooms: Design accessible restrooms with wide entryways, grab bars, and low sinks for
Accessible Facilities wheelchair users.

Beyond the trail itself, other facilities « Parking: Accessible parking spots near entrances, marked with clear signage and room for
must be accessible wheelchair access.
¢ Rest Areas: Seating should be provided at regular intervals along trails, with accessible
benches and shaded spots for comfort.

Signage Effective signage is critical for ¢ Large, High-Contrast Text: Ensures readability for visitors with low vision.
wayfinding and providing information ¢ Pictograms and Universal Symbols: Use icons for universal understanding.
along trails ¢ Braille and Tactile Signs: For visually impaired visitors, include Braille and tactile maps at key

locations like trailheads.
Example: Ezero Mladost in Veles, North Macedonia developed accessible pathways leading to the lake,

with clear signage, accessible restrooms, and designated seating areas. The pathways were built with
stable surfaces suitable for wheelchair access, and accessible benches were placed at regular intervals.

3. Heritage Interpretation for Accessible Tourism

Heritage interpretation is a powerful communication tool in tourism and leisure, designed to reveal the
meaning and significance of heritage sites, both tangible and intangible. By engaging visitors emotionally
and intellectually, heritage interpretation helps transform a simple visit into a meaningful, memorable
experience. Here are some essential elements of heritage interpretation to consider when designing
interpretative content for a site, product, route, trail or destination:

1. Heritage interpretation uncovers the deeper value and story behind natural,
cultural, and man-made heritage. It goes beyond presenting facts, aiming to connect visitors to the
essence of the place. By interpreting both visible aspects (like monuments, landscapes) and invisible
ones (such as traditions and historical narratives), visitors gain a comprehensive understanding and
appreciation of what makes the heritage unique.

2. Effective interpretation fosters an interactive experience for visitors,
prompting them to think, ask questions, and engage with the heritage on a personal level. Through
guided tours, interactive displays, and storytelling, interpretation provokes curiosity and dialogue,
allowing visitors to form their own connections with the heritage.

3. Heritage interpretation focuses on the core values that define the
heritage, whether it's cultural pride, environmental stewardship, or historical remembrance. These
values guide how the heritage is presented, giving visitors insight into why the heritage matters not
only to the site but to broader communities and cultures.




4, Each heritage site has a distinct identity, a "sense of place," that reflects its

history, culture, and environment. Interpretation strengthens this sense of place by helping visitors feel
grounded and connected to the site’s unique character. For instance, in a natural park, interpretation
may emphasize ecological values and the connection between humans and nature, enhancing visitors'
appreciation of the setting.

5. Through interpretation, visitors gain privileged access to the heritage that
goes beyond surface-level tourism. It offers insights, stories, and perspectives that deepen their
understanding and appreciation. This might include explaining the cultural significance of rituals,
showing hidden architectural features, or narrating local legends that bring the place to life in a way
that general tourism does not.

©. Heritage interpretation aims to be both
experiential and emotional. It allows visitors to feel a personal connection to the site, often evoking
emotions like wonder, reverence, or empathy. For instance, sharing a powerful historical event
associated with a site or the story of a community’s struggle can create lasting emotional impacts on
visitors.

7. An immersive interpretative experience uses all the senses to bring the heritage
alive. Visitors might hear traditional music, touch historical artifacts, taste local food, or smell native
plants. This multisensory approach enriches the experience and makes the interpretation more
memorable and impactful.

Which methods can you use to implement accessible heritage interpretation?

1.Multisensory Experiences: Use audio, tactile, and visual cues to allow diverse sensory engagement.

2.Simplified Language and Symbols: Avoid jargon and use clear, straightforward language and
symbols.

3.Personalized Learning: Offer different interpretive formats to meet various learning styles (e.g,
interactive displays, audio guides, touchable artifacts).

4. Audio Guides with Descriptive Language: Describe scenic views and cultural significance for visitors
with visual impairments.

5.Interactive Displays and Models: Tactile models or 3D replicas allow visitors with visual impairments
or cognitive disabilities to engage with artifacts or landscapes.

6.Captions and Subtitles: Include captions on visual media for hearing-impaired visitors.

In sum, heritage interpretation is not just about sharing information—it's about building meaningful
connections between the heritage and the visitor. This approach transforms heritage sites from mere
attractions into places of personal relevance and understanding, fostering a deeper respect and connection
to the heritage being shared. It can contribute to the communication strategy, explained in Module 8.

Example: La Via degli Dei, Apennine Mountains, ltaly has been adapted with tactile markers and sensory
cues, allowing visually impaired visitors to independently experience its historical and natural significance.
Guided by trained professionals, the trail incorporates descriptive and sensory information about key

cultural landmarks, making heritage interpretation accessible and inclusive.




4. Enhancing Facilities for Cognitive and Sensory Accessibility

TYPE OF ACCESSIBILITY KEY ELEMENTS
Cognitive Accessibility To support ¢ Simple Signage: Use icons and minimal text for clear communication.
visitors with cognitive disabilities, ¢ Color-Coded Maps and Trails: Use color-coding to indicate trail difficulty or access to
provide clear and consistent facilities.
information that is easy to understand ¢ Quiet Zones: Designate quiet areas where visitors can retreat from sensory stimulation.
and follow.

* Sensory Gardens: Sensory gardens provide a calming environment where visitors can
engage with plants through smell, touch, and sight, making the experience inclusive for all.

¢ Tactile Maps and Models: Include Braille and tactile maps to help visually impaired visitors
navigate spaces.

¢ Assistive Listening Devices: For guided tours, provide assistive listening devices to amplify
sound for visitors with hearing impairments.

Sensory Accessibility Create sensory-
friendly environments by addressing
needs related to vision, hearing, and

touch.

Example: Montseny Natural Park in Catalonia has enhanced accessibility by offering tactile exhibits,
simplified signage, and interactive displays tailored for visitors with cognitive and sensory disabilities.
Through customized workshops and sensory experiences, the park ensures that all visitors can
meaningfully engage with its biodiversity and cultural heritage while fostering environmental
awareness.

5. Case Studies from the Compendium: Accessible Trails and Sensory Experiences

1. Parco Naturale Adamello Brenta, Trentino, Italy
+ Description: The accessible trail at Lago Nambino was designed to be inclusive for individuals with
sensory disabilities and mobility challenges. Renovations included improving the trail's surface and
adding wooden railings to ensure safety.

+ Key Features:
Surface improvements for wheelchair accessibility.
Features that support sensory disabilities.
Collaborative efforts with local disability organizations.
+ Takeaway: Collaborative design with disability organizations can enhance inclusivity while maintaining
the trail's natural beauty.

2. Oasi WWF Lago di Marena, Bibbiena, Tuscany, Italy
« Description: This sensory trail is desighed for visitors with visual and motor disabilities, incorporating
tactile markers and Braille signage to offer an immersive experience.

+ Key Features:
Tactile markers and Braille signs for sensory engagement.
Inclusion through "Oasi per tutti" initiative for accessibility.
Managed by WWF, ensuring sustainable practices.

+ Takeaway: Sensory trails provide enriching experiences for visitors with disabilities and promote a

deeper connection with nature.




3. La Gomera, Canary Islands, Spain
e Description: This accessible trail in Garajonay National Park offers a multi-sensory experience, incorporating
tactile, audio, and visual elements to engage visitors with disabilities in the laurel forest environment.
¢ Key Features:
Accessibility Enhancements: Paved trails and resting areas make it accessible for wheelchair users.
Sensory Elements: Audio guides and tactile features cater to visitors with visual and cognitive disabilities.
Inclusive Tourism: Guided tours led by trained staff, ensuring inclusive experiences for diverse visitors.
Environmental Conservation: Eco-friendly materials and low-impact design.
» Takeaway: Multi-sensory design in natural trails enriches accessibility, allowing visitors of all abilities to deeply
connect with and enjoy protected natural environments.

Conclusion

Inclusive design in natural areas aims to create environments that are accessible, welcoming, and
enjoyable for all, including individuals with physical, sensory, and cognitive disabilities, older adults, and
families with young children. This approach ensures that parks, reserves, and heritage sites provide
meaningful experiences to all visitors by proactively designing spaces to support diverse needs and
abilities.

Inclusive infrastructure goes beyond removing barriers; it incorporates accessible pathways, rest areas,
clear sighage, and interpretive tools like audio guides, tactile models, and sensory experiences. By adopting
inclusive design principles, natural areas foster equality, enhance Vvisitor satisfaction, and promote
sustainable, responsible tourism. This commitment not only enhances accessibility but also builds spaces
where everyone can experience and enjoy the natural environment on equal terms.
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TRAINING MODULES

PART ONE - CORE CONCEPTS TO GET USED TO ACCESSIBILITY AND INCLUSIVITY
IN NATURE TOURISM

Module 4: Integrating Technology for Inclusive Tourism

Summary

The goal of this module is to provide participants with the knowledge and tools to leverage technology in
creating inclusive tourism experiences for people with disabilities.

Participants will gain an understanding of how digital tools can enhance accessibility across different aspects
of tourism, including information access, navigation, cultural engagement, and booking services.

Through real-world examples and case studies, participants will explore successful applications of assistive
technology—such as audio guides, accessible apps, and virtual reality—in natural parks.

4.1 Introduction to Integrating Technology for Inclusive Tourism

Digital tools have the potential to revolutionize the accessibility of tourism services and experiences for
people with disabilities, enabling them to enjoy services with greater autonomy and safety. Their integration
can eliminate or reduce physical and sensory barriers, significantly improving the inclusiveness of the
tourism sector.

From improving web navigation and booking to enabling people to enjoy cultural experiences in new ways,
technology has the potential to break down barriers and transform the tourism industry into one that is
more equitable and open to all. However, it is essential that digital solutions are designed with different
disabilities in mind and that there is constant updating of technologies to ensure that they are truly inclusive
and useful.

The main areas of impact of digital tools in tourism are:

a. Accessible and personalized information. Digital tools play a crucial role in making information more
accessible and inclusive. Online platforms, mobile applications, and well-designed websites provide specific
details about the accessibility features of destinations, facilities, and transportation options. This clear and
personalized information empowers individuals with disabilities to plan their trips with greater confidence.

For instance, tourism websites and booking portals should adhere to international web accessibility
guidelines, such as WCAG 2.1. This ensures that people with visual, hearing, motor, or cognitive disabilities
can navigate these platforms effortlessly. Features like screen readers, subtitles, and audio descriptions
enhance usability for a diverse range of users.

Additionally, trip planning is made easier with specialized apps like Wheelmap (https://wheelmap.org/?

locale=it) and Access Earth (https://www.accessearth.com/). These apps enable users to locate

wheelchair-accessible places or meet other specific needs, while also offering reviews from fellow

travelers with disabillities.
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Virtual reality (VR) and 360-degree tours further enhance accessibility by providing immersive virtual

experiences. These tools allow individuals with limited mobility to explore destinations they might not be
able to visit physically. Moreover, VR and 360-degree tours of natural parks, trails, or cultural sites can
serve as valuable pre-trip planning tools, helping users evaluate the accessibility of a location before visiting
in person.

b. Navigation and mobility. Navigation and mobility are essential aspects of creating an inclusive travel
experience. Navigation apps like Google Maps and Apple Maps offer features that highlight wheelchair-
accessible routes, accessible buses, and stations equipped with elevators. These tools can be further
enhanced with detailed information about terrain, access dimensions, and potential obstacles, making
journeys safer and more predictable. Beacon and Bluetooth technologies are also transforming
accessibility in tourist locations. In places like museums or historical centers, beacon devices communicate
with visitors’ smartphones, providing orientation information or audio descriptions, which are especially
useful for visually impaired individuals. Public transportation systems are increasingly becoming digitized
to improve accessibility. Apps that provide real-time information about the accessibility of buses, trains, or
taxis—such as the availability of ramps or working elevators—significantly enhance the travel experience for

O

people with mobility disabilities, making transportation more convenient and inclusive.

c. Cultural experiences and entertainment. Virtual reality (VR) and augmented reality (AR) offer
innovative ways to explore cultural and natural heritage. Museums, historical sites, and natural attractions
can provide immersive experiences for people with mobility impairments, as well as audio-visual guides
tailored for individuals with sensory disabilities. AR, for instance, can convert visual information into audio
directions for blind users or offer visual overlays that simplify the understanding of complex paths or
landscapes. Many tourist attractions also provide audio guides and video descriptions with subtitles and
sign language translations, ensuring greater accessibility for people with hearing disabilities.
Communication while traveling is further facilitated by real-time translation apps, such as Google
Translate or Al-powered digital interpreters. These tools help individuals with disabilities overcome
language barriers, making it easier to access services and enhancing the overall travel experience.

d. Booking accommodation and service. Online booking platforms play a crucial role in ensuring that
individuals with disabilities can find accessible accommodations and services. Many platforms now include
filters specifically designed to help users search for accommodations with features like access ramps,
adapted bathrooms, or other amenities tailored to mobility, hearing, or visual impairments. In addition,
many websites allow users to leave detailed reviews about the accessibility conditions of different spaces.
These reviews create a valuable network of shared knowledge, helping future travelers with similar needs
make informed decisions. Digital assistants, such as chatbots or Al-powered virtual services, also
contribute to the process. These tools can be programmed to answer specific accessibility-related

questions, guiding users to the best options based on their particular needs.




e. Real-time support and personalized assistance. Many travel and tourism platforms offer chatbots

that are available 24/7 to answer questions related to the accessibility of services. Voice assistants, such as
Alexa and Google Assistant, help individuals with motor or cognitive disabilities book services or find
information without the need to type or navigate complex menus. Wearable technology is another key
innovation. Devices like smart glasses and smartwatches can provide real-time updates on accessible
routes, translations, or specific information for those with sensory disabilities, enhancing their
independence and safety while traveling. These smart devices can also monitor health and safety in real
time, offering additional support during outdoor activities. For instance, location tracking can help
individuals with cognitive disabilities avoid getting lost. Voice-activated technologies, such as smart
speakers or smartphones, are also valuable tools. These devices allow people with reduced mobility or low
vision to access information hands-free, making it easier for them to navigate while traveling.

f. Staff training and awareness. One important aspect of this is the use of digital tools to inform tourism
staff about accessibility and the specific needs of travelers with disabilities. Through digital training
programs, teams can learn how to better accommodate and assist people with a range of disabilities
(Module 2 of this Toolkit), enhancing the overall level of service provided. These programs can cover topics
such as understanding different types of disabilities, using assistive technologies, and providing appropriate
support in various situations, from helping travelers navigate physical spaces to responding to their unique
needs in customer service interactions. By integrating digital training into staff development, tourism
organizations can create a more inclusive and informed workforce. This not only ensures that individuals
with disabilities receive the assistance they require but also fosters a greater sense of empathy and
understanding within the tourism industry.

4.2 Use of assistive technology: audio guides, apps, and augmented reality for cognitive and
sensory disabilities

The use of assistive technology is revolutionizing the way people with cognitive and sensory disabilities can
access information, interact with the world, and actively participate in daily life. Audioguides, apps, and
augmented reality are powerful resources for promoting inclusion and autonomy for people with cognitive
and sensory disabilities.

a. Audioguides for cognitive and sensory disabilities. Audioguides are useful tools for people with visual
or cognitive disabilities who may have difficulty reading text or following paths in public places, museums
or galleries. These devices provide information in audio format, making cultural and tourist content more
accessible. Audio guides for the blind or visually impaired describe artworks, environments, or routes in
detail, providing information that would otherwise be conveyed only through visual stimuli.

People with hearing disabilities can also benefit from audioguides, if these are equipped with synchronized
transcripts or subtitles, or supplemented with sign language interpreters via screens. Audioguides can
simplify information and present it in a structured way, with clear, repetitive language, ideal for those with
learning disabilities or memory problems. They can also be customized to suit different levels of cognitive
ability.




b.Assistive apps for cognitive and sensory disabilities. There are specific apps for people with visual,

hearing, motor, or cognitive disabilities.

e Apps for blind and visually impaired people: there are apps that use speech recognition technologies,
audio descriptions, and obstacle detection using the phone's camera (e.g., Be My Eyes or Seeing Al).
They can also identify printed text and convert it to audio, or describe the surroundings.

« Apps for the deaf or hard of hearing: there are apps that offer automatic speech transcription services,
video calls with sign language interpreters (such as Sorenson), or conversion of important sounds into
visual signals or vibrations (e.g., Google's Sound Amplifier).

« For people with cognitive difficulties, apps such as Visual Schedule Planner or Choiceworks help create
visual routines, plan daily tasks with pictures and voice reminders, improving time management and
organizational skills.

« Emotional support apps: Some apps offer psychological support and behavioral cues to manage stress,
anxiety or other emotional difficulties related to cognitive disability, such as Calm or Headspace, which
help with meditation and relaxation.

Examples: Mapping apps specifically designed for users with visual impairments, such as BlindSquare
(https://www.blindsquare.com/), help navigate the city via spoken descriptions of routes and points of

interest. Apps such as Proloquo2Go (https://www.assistiveware.com/products/proloquo2go),
designed for nonverbal people, allows them to communicate through symbols and pictures that the
device converts into words.

c. Augmented reality (AR) for cognitive and sensory disabilities. Augmented reality (AR) combines the
real world with overlaid digital elements, creating immersive experiences that can be useful for people with
disabilities. AR can be used to create 3D haptic maps that describe environments or objects. In addition, AR
devices can provide more detailed audio cues during a navigation in real-world environments. AR can also
automatically translate environmental sounds into visual cues or subtitles in real time. For example, during
a live event, an AR app could overlay subtitles directly onto a smartphone screen or AR glasses (such as
Google Glass). AR can be used to create more immersive learning environments and display information in
a more intuitive way. This approach is useful for people who have difficulty understanding abstract
concepts, as augmented reality can translate these concepts into concrete visual representations.

Examples: WWF Free Rivers App, this AR app (https://www.worldwildlife.org/pages/explore-wwf-
free-rivers-a-new-augmented-reality-app) allows users to explore a virtual river landscape,
understand the effects of dams and learn sustainable water management solutions. It is designed to

raise awareness of the importance of healthy river ecosystems, helping visualise the benefits of free
rivers for people and wildlife. National Geographic AR Experience
(https://www.nationalgeographic.com/outside-academy/parks/ar-anywhere/), experience America's

most iconic national parks, from the comfort of home.
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4.3 Implementing_virtual accessibility: digital tours, accessible websites, and booking

platforms.

Implementing virtual accessibility involves a complex process involving various technological and design
aspects, such as digital tours, accessible websites, and inclusive booking platforms. It means creating
inclusive digital experiences that are sensitive to the needs of all users. Through the design of accessible
digital tours, websites, and booking platforms, equitable access to information and services can be
ensured. The use of emerging technologies such as Al, virtual reality, and voice assistants makes it possible
to expand access opportunities for everyone, in every corner of the world.

a. Accessible digital tours. Digital tours are immersive experiences that allow users to virtually visit
cultural sites, museums, natural spaces, or historic buildings. Making them accessible involves designing
experiences that can be enjoyed by users with sensory, motor or cognitive disabilities. During a virtual tour,
it is essential to provide audio descriptions for blind or visually impaired users. These should detail the
images, environments, and visual content. Videos and narratives should be accompanied by subtitles for
people with hearing disabilities and, where possible, include sign language translations. The interface should
be navigable exclusively by keyboard, with clear and easily accessible controls for people with motor
disabilities. Color choices should meet high-contrast criteria, making the text easily readable for those with
visual impairments. For example, avoid color combinations that are difficult for color-blind people to
distinguish.

b. Accessible Websites. An accessible website is designed to be used by anyone, regardless of physical or
cognitive abilities. This approach follows the **WCAG** (Web Content Accessibility Guidelines) guidelines.
Sites must be designed so that screen-reading software can correctly interpret content. Images must have
text descriptions (alt text), and pages must be structured with appropriate titles and headings. Content
must adapt to different screen sizes and devices, maintaining its accessibility even on smartphones or
tablets. An accessible website must, in addition, ensure optimized performance for users with slow Internet
connections or less performing devices. For more information: https://european-union.europa.eu/web-

accessibility-policy_en

c. Accessible booking platforms. Booking platforms for services, hotels, restaurants, or transportation
services should be designed to provide a smooth and inclusive experience. Users must be able to access
detailed information about the availability of accessible services, such as hotel rooms with ramps or
accessible bathrooms for wheelchair users. As with websites, booking platforms must be compatible with
screen readers, and images of products or rooms must have alternative descriptions. The payment
process must be streamlined and barrier-free, ensuring that users with mobility disabilities can easily
complete transactions. A system that allows saving user preferences, such as options for barrier-free
rooms or meals with special diets, can facilitate booking future experiences.

4.4 Case studies/Examples of effective technology use in European natural parks,
according to the Compendium.

Within the Compendium, 101 product of the DIANA project, are some examples of effective technology use
in European natural parks. Here are some relevant case studies;
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Sierra de Guadarrama National Park (Spain). Here, wheelchair-friendly trails have been created and

sensory experiences have been developed for people with disabilities, such as audioguides and
simplified signage for visitors with cognitive disabilities.
https://www.parquenacionalsierraguadarrama.es/

La Palma Island, Canary Islands (Spain). Despite La Palma's difficult orography, the island has made
significant strides in improving accessibility for visitors with disabilities with the creation of tactile maps
and audioguides at major attractions.

Tuscan-Emilian Apennines, La Via degli Dei (Italy). The Via degli Dei is a historic trail that connects
Bologna to Florence. The trail has been adapted to be accessible to visually impaired and blind hikers
through a tactile guide and support systems.

Dolomiti Unesco (ltaly). Virtual Reality (VR) allows anyone to have an interactive experience in a
simulated reality and will be applied in the Bletterbach gorge ( www.bletterbach.info ) where more than

40 million years of the earth's history can be browsed. The inclusive proposals range from an
accessible webapp (‘GEOPARC Guide’ https://play.google.com/store/apps/details?

id=com.xamoom.android.Geoparkguide&hl=it&pli=1) for multimedia content (also in Italian Sign Language

LIS) to a chatbot (‘Bletterbot: The new dialogue system uses the Facebook messaging service and
allows chatting with an artificial intelligence. The implementation example called ‘Bletterbot’ was
integrated into the Facebook page of the GEOPARC Bletterbach www.facebook.com/bletterbachvirtuell
and offers general information about the visitor centre as well as a customisable educational game:
https://www.facebook.com/bletterbachvirtuell) and the possibility of experiencing the gorge virtually

with the help of a 3D film and virtual VR glasses ( In the GEOMuseum Redagno, visitors can experience
the Bletterbach Gorge virtually but realistically with special 3D glasses. In particular, the elderly, families
with pushchairs and people with walking difficulties can immerse themselves in the natural experience
of the Bletterbach Gorge without barriers. Read this QR code with your smartphone and try it out:
https://youtube.com/playlist?list=PLyMGDAMgDOmM5tq5i09XBeZdIzBiS--cwT&si=tAIM_9PpfbQjNHJt ).

Dolomiti Prealpi, Alpago (lItaly). It is one of the ‘pilot sites’ of the Interreg GATE — “Granting Accessible

Tourism for Everyone” project ( https://gateproject.dolomitiunesco.info/ ). A 24-kilometre-long trail that
can be divided into stages and can be visited using the ‘Sentiero della Sensibilitd’ app, with which
visitors can listen to content, discover the culture, nature and geology of the area.
https://www.dolomitiprealpi.it/itinerari/sentiero-della-sensibilita/#/punti-di-interesse

Montseny Natural Park, Catalonia (Spain). The park focuses on educational programs designed for
inclusivity, enabling visitors of all abilities to learn about biodiversity and conservation. Tactile exhibits
and interactive displays are created here for visitors with cognitive disabilities.

Pelister National Park (North Macedonia). Guides in this nature park researched and mapped
accessible trails for visually impaired and blind hikers, testing the terrain blindfolded to ensure safety
and suitability. They provided tactile and sensory support, such as tactile and auditory cues, to walk the
trailDoRana National Park, Andalusia (Spain).

Dofiana National Park offers guided ecotourism experiences designed to be accessible to people with
disabilities, with a focus on wetlands and birdwatching. Audio descriptions for birdwatching and sign

language interpreters for guided tours have been developed in this protected natural area.



https://www.parquenacionalsierraguadarrama.es/
http://www.bletterbach.info/
https://play.google.com/store/apps/details?id=com.xamoom.android.Geoparkguide&hl=it&pli=1
https://play.google.com/store/apps/details?id=com.xamoom.android.Geoparkguide&hl=it&pli=1
https://www.facebook.com/bletterbachvirtuell
https://youtube.com/playlist?list=PLyMGDAmgDOm5tq5io9XBeZdlzBiS--cwT&si=tAlM_9PpfbQjNHJt
https://gateproject.dolomitiunesco.info/
https://www.dolomitiprealpi.it/itinerari/sentiero-della-sensibilita/#/punti-di-interesse

Conclusion

Digital technologies are redefining the tourism sector, making it more inclusive and accessible for people
with disabilities. The integration of innovative tools, such as planning apps and augmented reality
experiences, has the potential to break down physical and sensory barriers, promoting a more
autonomous and safe tourism experience for everyone. However, to ensure true inclusion, it is essential
that these technologies are designed with diverse needs in mind and are subject to continuous updates to
keep pace with the evolving requirements of users.

In summary, creating accessible tourism experiences not only broadens the audience but fosters a more
equitable and sustainable sector. Investing in accessibility and staff training on assistive technologies
contributes to building a more inclusive society, where the right to travel and explore is guaranteed for
everyone, regardless of physical or cognitive abilities.

The success of the initiatives described highlights how technological innovation can effectively transform
the tourism industry into a model of inclusion and progress.

References

» DIANA Project. (2023). Compendium of best practices in accessibility and inclusive tourism in protected
areas (Erasmus+ Grant Agreement No. 2023-2-IT01-KA210-VET-000175181).

e Giannis Theofanous, Alkis Thrassou and Naziyet Uzunboylu (2024) Digital Inclusivity: Advancing
Accessible Tourism via Sustainable E-Commerce and Marketing Strategies.
https://www.mdpi.com/2071-1050/16/4/1680

« Kittichai Kasemsarn, David Harrison and Farnaz Nickpour (2023) Applying Inclusive Design and Digital

Storytelling to Facilitate Cultural Tourism: A Review and Initial Framework

¢ Youssef El Archi , Brahim Benbba, Moaaz Kabil and Lérant Dénes David Digital Technologies for
Sustainable Tourism Destinations: State of the Art and Research Agenda https://www.mdpi.com/2076-
3387/13/8/184

e European Union. Web accessibility policy. https://european-union.europa.eu/web-accessibility-

policy_en

» Agenzia per ['ltalia Digitale: https://accessibilita.agid.gov.it/



https://www.mdpi.com/2071-1050/16/4/1680
https://www.mdpi.com/2076-3387/13/8/184
https://www.mdpi.com/2076-3387/13/8/184
https://european-union.europa.eu/web-accessibility-policy_en
https://european-union.europa.eu/web-accessibility-policy_en
https://accessibilita.agid.gov.it/

TRAINING MODULES

PART TWO - ACCESSIBILITY AND INCLUSIVITY IN ACTION: KEY TOOLS READY TO
PUT INTO PRACTICE

Module 5: Communication and Service SKkills for Inclusive Tourism

Summary

The goal of this module is to equip participants with the skills and knowledge needed to communicate
effectively with people of diverse abilities, promoting inclusive tourism. Participants will learn the
importance of adopting clear and respectful communication practices, explore assistive technologies that
facilitate access to information, and gain practical skills through exercises based on real-world scenarios.
The module covers the use of Augmentative and Alternative Communication (AAC) tools, such as
electronic communicators and text-to-speech apps, as well as technologies for visual and vibration
signaling for people with sensory disabilities. It also addresses methods for supporting individuals with
coghitive disabilities, such as using support apps and visual materials, along with managing adaptive
equipment like the Joélette.

Through practical simulations, participants will have the opportunity to practice interacting with visitors
using these technologies, enhancing their skills in guiding and assisting during outdoor tourism activities.

5.1 Introduction to Communication and Service SKills for Inclusive Tourism

Inclusive Tourism: What is it?

Inclusive tourism is based on the fundamental principle that every person, regardless of their physical,
sensory, or cognitive abilities, should have access to safe, engaging, and inclusive tourism experiences. The
core of this approach lies not only in removing physical barriers, such as ramps, wider doors, or accessible
toilets, but also in adopting communication practices and technologies that facilitate interaction and access
to information.

This means ensuring that tourists with diverse needs can easily receive information, whether through
accessible websites, sign language interpretation, audio descriptions, or user-friendly apps. It also involves
adopting a mindset that emphasizes equality and respect for diversity, fostering environments where
everyone feels welcomed and valued.

Equally important is the role of guides and tourism professionals in promoting inclusivity through language.
They must use terminology that avoids stereotypes or negative connotations. For example, avoiding ableist
language—such as referring to someone as "handicapped" or "suffering from" a disability—can help prevent
perpetuating harmful and outdated views. Instead, it's important to use person-first language (e.g., "person
with a disability") to emphasize the individual over their condition.

In this context, guides should be mindful of avoiding language that is pitying or overly sympathetic, which
can unintentionally create feelings of discomfort or disempowerment. For instance, instead of saying, "I'm
SO sorry you have to deal with this," it's better to focus on positive and empowering phrases, such as "I'm
glad we have solutions to make this accessible to you." By adopting inclusive language, guides can
contribute to creating a tourism experience that values all visitors as equal participants in the experience,

making them feel empowered, respected, and dignified.




Additionally, guides should be trained to be sensitive to the diverse needs of their visitors, ensuring that the

language used is always respectful, neutral, and affirming of each individual's agency and humanity.

5.2 Best practices for clear, respectful communication with people with disabilities

Assistive Technologies and Tools for Accessible Tourism

1.Eye Pointers: Eye pointers are devices that enable people with mobility disabilities to communicate
and interact with their surroundings using eye movements. These tools, connected to a computer or
tablet, allow people to select words or images on a screen that are then vocalized by a speech
synthesizer. For a hiking guide, knowing how these tools work allows them to facilitate communication
during outdoor activities, such as providing instructions or responding to requests.

2.Electronic Communicators: These devices, handheld or integrated into smartphones and tablets,
allow communication through the selection of images, words, or symbols that are vocalized by a
synthetic voice. Some visitors may use such tools to express preferences or needs during the hike.
Guides need to be able to recognize and interact with these devices, providing time for use and
responding in a clear and understandable manner.

3.Vibration and Light Signaling: Technologies For people who are deaf or hard of hearing, some
devices can emit light signals or vibrations to communicate important events, such as the start of an
explanation or the need to take a break. Integrating these devices into outdoor activities ensures that
participants with sensory disabilities are always aware of warnings or directions from guides.

4.Italian Sign Language (LIS): LIS is the visual-gestural language used by many deaf and hearing-
impaired people in ltaly. Although not all environmental guides are trained in LIS, knowing the basic
signs for directions such as “welcome,” “help,” and “attention” can significantly improve the visitor
experience. During tours, it is helpful to have visual materials or aids such as LIS guides, and if possible,
plan to use LIS interpreters for more complex events or customized tours.

5.Braille and Tactile Technologies: Braille is a tactile writing and reading system used by people who
are blind or visually impaired. On tours, maps or information cards in Braille can make the experience
more accessible. In addition, devices such as electronic canes or assisted navigation applications for
the blind, which give tactile or vocal feedback, are indispensable tools that need to be known and
implemented to ensure a safe and usable route.

6.Robot Guides: Guide robots are devices that assist people with visual impairments to follow routes
independently. These robots provide audio or tactile directions and help participants move safely on
hiking trails. As an environmental guide, it is helpful to know how these tools work and how to integrate
them into particularly challenging trails or uneven terrain.

7.Augmentative and Alternative Communication (AAC): refers to a set of techniques, methods, and
tools used to support or replace verbal communication for individuals with speech or language
difficulties. In the context of inclusive tourism, AAC plays a crucial role in removing communication
barriers and ensuring that all visitors, regardless of their verbal or cognitive abilities, can fully participate
in and enjoy their travel experiences. This chapter explores the role of AAC in tourism, the various tools
available, and best practices for effectively using AAC in this context

¢ Augmentative Communication: This involves methods that support or enhance a person's existing
speech. Examples include picture symbols, communication boards, or speech-generating devices

(SGDs) that help improve verbal communication.




¢ Alternative Communication: This refers to methods used when verbal communication is completely

replaced by other means, such as electronic devices that produce speech or systems based on
symbols or pictures.

AAC tools can be either low-tech (e.g., paper-based systems) or high-tech (e.g., digital devices and apps).

Tourism Context

In tourism, all these tools are essential for ensuring that people with speech, cognitive, or other
communication disabilities can access information, interact with staff, and enjoy the experience just like
anyone else. This helps visitors to:
+ Request Information
e Ask for Assistance: Visitors with communication challenges can request help with navigation,
transportation, or any difficulties they encounter during their visit.
+ Express Preferences: help individuals communicate their preferences, such as dietary restrictions,
mobility needs, or specific activity choices.
+ Provide Feedback: allow users to share their experiences or provide feedback on services received.

These tools help minimize frustration and enhance the comfort and autonomy of visitors, creating a more
inclusive and accessible environment.

Best Practices for Using communication tools in Tourism

To ensure that tourists with communication disabilities can effectively use tools, tourism providers should
follow these best practices:

» Staff Training: Tourism professionals (guides, receptionists, tour operators) should be trained on how
to use tools and communicate effectively with individuals who use them. Being familiar with basic
methods ensures that the service is respectful, inclusive, and accommodating.

e Provide Tools: Ensure that picture boards, communication apps, or speech-generating devices are
available at key tourist locations, such as information centers, hotels, or tour starting points. This
ensures accessibility for those who need them.

¢ Customize Communication: tools should be adaptable to meet the specific needs of individuals.
Tourists may bring their own devices, so tourism providers should ensure that their systems are
compatible with a wide variety of devices and methods.

« Make Communication Accessible: Information and signage should be clear and accessible, using
symbols, large fonts, and visual representations. For example, museums or other tourist sites can
display signs that incorporate both text and symbols to make it easier for users to navigate.

« Be Patient and Flexible: When interacting with tourists, it's important to be patient and flexible. Take
the time to listen, and be open to different methods of communication to ensure a positive experience.

Respectful communication for Accessible Tourism

Effective communication is a cornerstone of creating inclusive environments, especially in tourism, where
interactions with people of varying abilities are common. Ensuring clear, respectful communication with
people with disabilities requires not only a consideration of language but also of tone, attitude, and
approach. The following best practices offer guidance on how to communicate effectively and respectfully
with individuals with disabilities, fostering an environment of dignity, understanding, and inclusivity.




1. Use Person-First Language

Person-first language is a key principle in respectful communication, emphasizing the person before their
condition or disability. This language choice underscores that the disability is only one aspect of a person's
identity, not their defining characteristic.

For example:

¢ Avoid: "The disabled person” or "The blind person."

« Use: "A person with a disability" or "A person who is blind." Q
This subtle shift in language promotes respect by focusing on the individual and their humanity first.

2. Be Clear and Simple, But Not Condescending

While it is important to ensure that communication is clear and easy to understand, it is equally important
not to simplify the language in a patronizing way. People with disabilities, like all individuals, deserve to be
treated with dignity and as equals. For example, when speaking with someone who has a cognitive or
learning disability, use simple, direct language, but avoid talking down to them. Ask if they need
clarification, but do not assume they cannot understand.

3. Respect Personal Space and Boundaries

When interacting with someone with a disability, be mindful of their personal space and comfort level. This
is particularly important when working with people who have mobility issues or physical disabilities. Never
move someone’s mobility device (wheelchair, cane, etc.) without asking first, and always speak directly to
the person rather than to an accompanying companion unless the person indicates otherwise.

4. Offer Assistance, But Don’t Assume It’s Needed
It's important to offer help when appropriate, but never assume that someone with a disability requires
assistance. People with disabilities often prefer to do things independently when they are able. If you feel
that help is necessary, ask politely if they would like assistance, and respect their response.
For example:

« Offer: "Can | help you with that?"

* Respect: If they decline, say "Okay, if you need anything, feel free to ask." o

5. Avoid Ableist Language and Attitudes
Ableist language is any language that devalues or stigmatizes individuals with disabilities. This can include

terms such as "handicapped,” "crippled," or "suffering from" a disability. Instead, use terms that are neutral
and affirming, such as "person with a disability" or "individual with a mobility impairment." Additionally, avoid
terms that imply pity or sympathy, which can make people feel uncomfortable or infantilized.

¢ Avoid: "You poor thing," or "It must be so difficult for you."

¢ Use: "l admire your independence," or "It's great that you are managing well." O
By avoiding ableist language, you foster an environment where people with disabilities are seen as capable

and equal to everyone else.

6. Be Mindful of Non-Verbal Communication

Non-verbal communication is crucial when interacting with individuals with disabilities, especially those with
hearing, visual, or cognitive impairments. For example, if speaking to someone who is deaf or hard of
hearing, make sure you are facing them, speak clearly, and use gestures or written communication if
necessary. Avoid covering your mouth, which can hinder lip reading.




If communicating with someone with a visual impairment, describe the environment and any important

details verbally. For example, say, "The entrance is to your left," or "There is a chair right in front of you."

7. Avoid Over-Apologizing

While it's important to acknowledge the presence of accessibility challenges, overly apologizing for
someone's disability or the limitations of an environment can create discomfort or a sense of inferiority.
Instead, focus on solutions and what can be done to ensure a positive experience. For instance, if there are
accessibility barriers, rather than saying, "'m so sorry for the inconvenience," say, "We've worked hard to
make this space accessible, and we’re here to assist you however we can."

8. Be Patient and Allow Extra Time for Communication

Individuals with certain disabilities, such as those with speech impairments or cognitive disabilities, may
need more time to express themselves. It's important to be patient and allow them the time they need to
communicate. Avoid interrupting, finishing their sentences, or rushing the conversation. Simply be attentive
and give them space to speak at their own pace.

9. Respect Autonomy and Independence

Many individuals with disabilities value their independence and autonomy. When communicating with
them, always show respect for their ability to make decisions about their own experiences. Never assume
that a person with a disability cannot make decisions for themselves, nor should you speak to them as if
they need constant supervision or guidance. Offer choices where possible and respect their decisions,
even if they differ from what you might expect.

10. Encourage Open Dialogue and Feedback

Creating an inclusive environment also means being open to feedback. Encourage visitors or guests with
disabilities to communicate their preferences, needs, or concerns about how they are being treated. This
dialogue helps create a more welcoming space and allows you to improve your communication practices
over time. If someone points out that a particular approach or word is offensive, be receptive and willing to
learn from that feedback.

11. Promote Positive Attitudes Towards Disability
One of the most powerful tools for creating an inclusive environment is fostering positive attitudes toward
disability. Use language and actions that emphasize the capabilities, not the limitations, of individuals with
disabilities. Encourage an atmosphere where all visitors feel welcomed, valued, and empowered to engage
fully in their experiences, regardless of their abilities.

5.2 Role-playing exercises: scenarios to practice communication with diverse groups.

a. Practical Exercises and Role-Playing with Assistive Tools

Scenario 1: Interaction with an Electronic Communicator Simulation of a situation in which a visitor uses
an electronic communicator to request assistance along a trail. The guide practices appropriate and
inclusive responses, providing information about path characteristics and possible alternatives.

Practice driving a participant in a Joélette chair along a hiking
trail. Practice includes how to properly balance the chair, deal with obstacles, and coordinate
communication with the visitor.




Scenario 3: Assisting a Visitor with Cognitive Disabilities Practice on how to interact with a group that

includes people with cognitive disabilities, using support apps and visual materials to simplify information
about the hike.

Debriefing and Feedback After each exercise, discuss as a group the effectiveness of the tools and
techniques used.

b. Scenario 1: Interaction with an Electronic Communicator

Objectives of the exercise. Develop practical skills in interacting with people who use assistive
communication tools, such as electronic communicators (Augmentative and Alternative Communication
(CAA) devices).

Ensure that the guide and visitor understand each other clearly despite the use of an assistive device.
Provide information about trail features, accessible options, and alternatives in a clear and inclusive
manner.

Tools:

Electronic Communicator: A handheld device that allows the person to select preset phrases or compose
messages to express needs or requests. It can be a tablet or a device specifically for assistive
communication.

Trail Map: A map of the hiking trail with indications of inclines, any barriers, points of interest, and
accessible alternatives.

Visual Support Cards: To enhance communication, visual cards representing critical points of the trail
(e.g., inclines, rest areas) could be used.

Phases of the exercise:
Introduction to the Electronic Communicator:

« Operation: Before starting the tutorial, explain briefly how the electronic communicator works. It may
be a device that speaks for the person, or a system that uses symbols or images to compose
sentences.

+ Message Customization: Simulate the configuration of the device, by setting common messages that
the visitor might use during an excursion (e.g. "l need a break", "What's next?", "How long is it?")

Simulated interaction:
Simulation of a Request for Assistance: The visitor, who could be a participant or a simulant, uses the

communicator to ask for information about the route, such as "What is the difficulty of this path?" or "Is
there a shaded area ahead?"

Guide response: The guide responds in a clear and concise manner, adapting to the pace of the visitor’s
communication. Be patient, give the person time to select and send messages, and use simple sentences
to make sure the message is understood.




Use of Visual Cards or Simplified Maps: To further support communication, the guide may use route maps

with visual symbols or images, clearly indicating relevant areas such as staging areas, scenic spots or
terrain difficulties

Adaptation of Language and Timing:

Adjust the Pace: The guide should be aware that using an electronic communicator may take longer than
traditional verbal communication. It is important to maintain a patient attitude, without rushing the visitor,
and check that all questions have been answered.

Clarify in Case of Doubt: If the guide does not understand a message or needs further clarification, it may
ask open questions such as: "Can you please repeat?" , or "Want to know more about this part of the
route?".

Handling of specific requests:

Accessibility information: The visitor may ask for details about the accessibility of the route. The guide
should be ready to provide detailed information on slopes, obstacles, terrain conditions and easier or
accessible alternatives.

Proposing alternatives: If the standard route presents difficulties for the visitor, the guide can use the
communicator to suggest alternative routes. For example, showing a flatter trail or nearby rest area on the
map.

Response to Emerging Need: If the visitor uses the communicator to communicate an urgent need, such as
"I need a break", "l do not feel well", the guide must respond quickly and reassure the person, immediately
suggesting solutions, as to find a rest area or return to the starting point.

Non-verbal Communication and Visual Support:

Non-verbal Language Management: The guide should be careful to pick up non-verbal signals from the
visitor, such as facial expressions or body movements, which may indicate discomfort or need for further
information.

Sometimes, the person might use combinations of nhon-verbal communication and the communicator.
Integration of Visual Materials: To help the visitor better understand the route, the guide can make use of
images or icons that represent the path and its characteristics, such as more difficult sections or
panoramic points.

Management of Technical Problems:

Simulation of Device Malfunction: One useful exercise could be to simulate a failure of the electronic
communicator. The guide learns to manage the situation by communicating through alternative methods

(such as using images, gestures or other forms of augmentative communication).




Backup Solutions: Show how you can adapt to emergency situations, suggesting solutions such as using a

paper version of the CAA communication or assisting the visitor in using gestures to express basic
requests.

Visitor involvement:
Encourage autonomy: Even if the visitor uses an electronic communicator, it is important that the guide

actively involves them in deciding on the route to take, allowing them to express their preferences.

Continuous feedback: The guide can constantly ask for feedback from the visitor on the experience, using
pre-set phrases in the communicator (e.g. "Is everything okay?" or "Do you want to continue the journey?").

Objectives of the exercise:

Learn how to properly handle the Joélette, a single-wheeled chair designed for the transport of people with
reduced mobility on rough terrain.

Develop the ability to communicate effectively and confidently with the visitor.
Work with team members to ensure safety and comfort.
Tools:
o Joélette (single-wheeled chair)
« Safety devices (belts, support handles)
¢ Radio or other communication devices to maintain contact with the rest of the group.
Stages of the exercise:
Introduction to Joélette:
Structure and Functionality: Detailed explanation of the Joélette, which consists of a single-wheel chair with
front and rear handles for two companions. Show how safety devices (belts, brakes, etc.) are mounted,

adjusted and used.

Role of the Companions: One guides from the front, maintaining balance and direction, while the other
provides stability and thrust from the back.

Balancing test:

Before starting the actual hike, it is important to do some flat ground tests to familiarize yourself with the
balance of the chair. Each team member experiences the different positions: front (for driving) and back
(for pushing and balancing).




Overcoming obstacles:

Rocks, roots and slopes: Tackle various obstacles, such as boulders or tree roots. The front guide indicates
the best route, while the rear guide helps to stabilise the Joélette.

Continuos Communication: Good communication between the accompanying people and the visitor is
essential at this stage.The accompanying people must inform the visitor of any obstacle, keeping a calm
and reassuring tone.

Lifting and Lowering Techniques: In steep descent or climb situations, both companions may need to lift
the chair. Practicing this maneuver is essential to ensure that it is performed safely and without excessive
effort.

Coordination with the Visitor:

The visitor must feel comfortable and involved. His preferences and needs should always be at the center
of communication.

Visitor feedback: Collect comfort feedback and make adjustments, such as changing the position or pace.

Group Collaboration:

The team must also coordinate with other participants during the tour. This includes stopping for moments
of rest, communicating with other members of the excursion and taking into account the rest of the group.

Management of Unforeseen Situations:

Simulate unexpected situations, such as bad weather or a blocked road, to teach the accompanying

persons to react quickly, ensuring the safety of the visitor.

d. Scenario 3: Assisting a Visitor with Cognitive Disabilities

Objectives:

Simplify the information about the excursion by making it more accessible through support apps, images
and other visual materials.

Exercise:
e Use of Support Apps: Experiment with apps that help manage groups with cognitive disabilities, such
as simplified interactive maps, visual or audio reminders.

e Visual Materials: Provide clear and understandable images to explain the route and activities. Use
simple signs to indicate the stages.




e Communication: Learn to use simple language, avoiding complex expressions or twists of words. Take

frequent breaks and check that the visitor has understood the information.
« Attention to Emotions: Pay particular attention to the emotional well-being of the visitor, making sure
that he feels calm and safe along the way.

Debriefing and feedback s e ’
At the end of each exercise, organize a discussion:
¢ Assessment of Tools and Techniques: Each participant shares their own comments on what worked
and what could be improved.
» Feedback from the visitor: If possible, also collect feedback from the visitor (or simulant) to get a direct
perspective on the effectiveness of the techniques used.
e Suggestions for improvement: Based on feedback, discuss new ideas to make the experience more
inclusive and improve interaction.

This approach allows for the continuous refinement of the skills of the participants, making the excursions
accessible and enjoyable for all visitors.

Conclusion

Effective communication and the use of assistive technologies are essential for creating an inclusive
tourism experience that accommodates visitors with diverse abilities. By equipping tourism professionals
with the skills to use communication tools, such as augmentative devices, sign language, and cognitive
support apps, we can ensure that people with physical, sensory, and cognitive disabilities can be fully
engaged in outdoor tourism activities.

Practical exercises and real-world scenarios help guides and service providers develop the confidence and
competence to assist all visitors, regardless of their needs.

Through these efforts, tourism can become more accessible and inclusive, fostering a welcoming
environment for everyone. By integrating inclusive communication practices and adaptive equipment,
tourism providers can create meaningful, enjoyable, and safe experiences for all, while promoting greater
awareness and understanding of the needs of people with disabilities.
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TRAINING MODULES

PART TWO - ACCESSIBILITY AND INCLUSIVITY IN ACTION: KEY TOOLS READY TO
PUT INTO PRACTICE

Module 6: Collaboration and Stakeholder Engagement

Summary

The goal of this module is to equip participants with the skills and knowledge to foster collaboration with
key stakeholders—such as local communities, disability organizations, and environmental bodies—in order
to create and promote inclusive tourism environments.

Participants will understand the importance of participatory planning, learn from real-world examples of
collaboration, and engage in a practical exercise to map stakeholders and design collaboration channels.

Real-world case studies will highlight how stakeholder engagement has driven improvements in various
tourism settings.

Additionally, participants will engage in a hands-on exercise to develop a strategy of stakeholder
engagement that can be applied to their infrastructures and services.

l.Introduction to Stakeholder Collaboration in Accessible Tourism

Creating accessible and inclusive tourism in natural areas requires the participation of multiple
stakeholders who each bring unique perspectives and expertise. Stakeholders can include local
communities, disability organizations, environmental groups, government entities, and tourism operators.
Their collaboration is essential to ensuring that accessibility measures are not only effective but also
sustainable and reflective of the diverse needs of all visitors.

By working together, stakeholders can address various aspects of accessibility—from physical
infrastructure to cognitive and sensory accommodations—while ensuring that natural conservation goals

are met.

This module will explore how to engage these stakeholders and foster collaboration that results in
meaningful, long-term improvements in accessibility.

2.Engaging Local Communities, Organizations, and Environmental Bodies

2.1.The Role of Local Communities

Local communities are often the custodians of natural areas and have intimate knowledge of the
landscape, its challenges, and its potential. Engaging local residents in the process of making tourism more
accessible is vital.

Their participation ensures that solutions are culturally appropriate, contextually relevant, and sensitive to

local environmental and social dynamics.




And vice versa, the inclusion of local communities helps promote a sense of ownership and long-term

stewardship of accessibility initiatives.

How to engage with local communities:

¢ Organize community forums, town hall meetings and focus groups to discuss accessibility goals.

« Involve local residents in the design and management of accessible infrastructure.

» Offer opportunities for locals to be trained as guides and accessibility ambassadors.

» Adopt new technological devices (i.e. online platforms or social media) to foster local community
engagement, as they are extremely useful tools to listen to users and pay attention to their needs and
expectations.

2.2.Collaborating with Organizations working on Diverse Abilities

Organizations focusing on diverse abilities bring critical expertise in understanding the specific needs of
people with physical, cognitive, and sensory disabilities.

These groups can provide guidance on designing accessible infrastructure, ensuring inclusive
communication, and creating tourism experiences that cater to all abilities.

Collaborating with such organizations helps ensure that accessibility initiatives are not just compliance-
driven but truly responsive to the needs of diverse visitors.

How to collaborate with these organizations:
« Partner with disability advocacy groups to co-develop accessibility strategies.
« Consult with these organizations during the design and evaluation of tourism services and facilities.
 Invite them to conduct accessibility audits and training for staff in natural areas.

2.3.Involving Environmental Bodies

While increasing accessibility is a priority, it must be balanced with environmental conservation efforts.
Environmental bodies, such as conservation organizations and park management teams, play a crucial role
in ensuring that any accessibility modifications are sustainable and do not negatively impact the natural
environment.

Collaborative planning with environmental experts ensures that accessible infrastructure, such as trails and
pathways, is designed to minimize ecological disruption while maximizing inclusivity.

Ways to engage environmental bodies:
* Work with environmental organizations to assess the ecological impact of accessibility improvements.
e Collaborate on creating eco-friendly, sustainable solutions for accessibility (e.g., using renewable
materials or solar-powered facilities).
« Establish joint committees with environmentalists and accessibility advocates to ensure that both goals

are aligned.




3. The Importance of Participatory Planning with People of Diverse Abilities

3.1.What is Participatory Planning?

Participatory planning is a collaborative approach where stakeholders, especially those affected by the
decisions (in this case, people of diverse abilities), are actively involved in the design, implementation, and
evaluation of tourism projects.

This ensures that accessibility measures are genuinely reflective of the needs of those they are meant to
serve.

People of diverse abilities should be central in planning discussions, providing first-hand insights into what
is needed for an inclusive tourism experience.

3.2.Why Include People with Diverse Abilities in Planning?

Involving individuals with different abilities and functional diversities helps ensure that accessibility features
are not token gestures but practical, usable, and enriching. People with disabilities can provide valuable
input on challenges they face in natural areas, including physical barriers, sensory overload, or inadequate
coghitive support. By involving them early and consistently, tourism planners can avoid common pitfalls
and create environments that cater to a wide range of needs.

Key benefits of participatory planning:
« User-centered design: Ensures that infrastructure and services meet the actual needs of diverse
visitors.
+ Improved satisfaction: Visitors with disabilities are more likely to have a positive experience when
they feel their needs have been considered.
« Increased trust and engagement: When people with disabilities are part of the planning process, they
are more likely to trust the system and recommend the experience to others.

3.3.Best Practices in Participatory Planning
» Co-design workshops: Organize workshops where stakeholders (including people with disabilities,
park managers, and accessibility experts) collaborate to design accessibility solutions.
+ Feedback loops: Regularly engage with people with disabilities throughout the project lifecycle, from
initial design to post-implementation evaluation.
« Pilot programs: Before implementing large-scale accessibility changes, run small-scale pilot programs
to gather feedback and make adjustments.

4.Case Studies/Examples: How Collaboration Improved Accessibility in Natural Areas

4.1.A network of engaged stakeholders in Tuscany.

The "MARCHIO OPEN" initiative is a certification program designed to promote and recognize accessibility

in tourist accommodations, cultural sites, and natural areas across Tuscany.




This certification is awarded to sites that meet specific accessibility standards, ensuring they are equipped

to accommodate visitors with various types of disabilities.

The "MARCHIO OPEN" mark helps visitors easily identify places that are inclusive and accessible, enhancing
their ability to plan their visits with confidence.

To guarantee its success, "MARCHIO OPEN" certification program encourages diverse stakeholders to
maintain high accessibility standards across the region.

4.2."Feel Nature" campaign in North Macedonia's Pelister National Park

Involving local communities and individuals with disabilities in the planning and decision-making processes
is another critical factor for the sustainability of these initiatives, to ensure that the solutions implemented
truly meet users' needs.

The "Feel Nature" campaign in North Macedonia's Pelister National Park is a good example. The goal of this
campaign was to shift public perception of visually impaired people by showcasing positive examples of
overcoming disabilities.

4.3. Public-Private Alliances for Accessibility and Inclusiveness in Tourism.

Public-private partnerships (PPPs) have been instrumental in inclusive tourism efforts in marine protected
areas (MPAs), as seen in Southern ltaly. These partnerships, involving public institutions and private tourism
stakeholders, help align goals around accessibility, fostering collaboration.

Stakeholders with diverse expertise contribute to overcoming accessibility challenges, while maintaining a
focus on sustainability. This has also been demonstrated in Spain, where a relevant case can be
mentioned: the Real Patronato sobre Discapacidad -which brings together ministerial departments, regional
and local administrations, organizations representing the disabled, scientific entities and professional
experts in this field- and its agreement with the Fundaciéon Laboral de la Construccion and the ACS
Foundation, which has made it possible to carry out projects and initiatives for the promotion of universal
accessibility in tourism and heritage.

5. Hands-On Exercise: Mapping Stakeholders and Designhing Collaboration Channels

Exercise Objective:
Participants will learn how to map the key stakeholders involved in accessible tourism and design effective
collaboration channels to maintain close and productive relationships with them.

Step-by-Step Instructions:

1.1dentify Stakeholders:
¢ Local Communities: Identify community leaders, local businesses, and resident groups.

« Disability Organizations: List both local and national disability advocacy groups.




e Environmental Bodies: Map relevant conservation organizations, government entities, and

environmental experts.
e Tourism Operators and Guides: Include those responsible for offering services and tours in natural

areas.

2.Assess Stakeholder Roles:
» Determine what role each stakeholder will play (e.g., advisor, partner, collaborator).
e Consider what each stakeholder brings to the table—whether expertise, financial resources, or
advocacy powetr.

3.Design Collaboration Channels:

¢ Regular Meetings: Plan monthly or quarterly stakeholder meetings to discuss progress and address
concerns.

¢ Online Platforms: Create online groups or platforms where stakeholders can share updates, ideas, and
feedback in real-time.

¢ Workshops and Training Sessions: Organize joint workshops to ensure all stakeholders are aligned on
accessibility goals and responsibilities.

e Feedback Loops: Establish clear channels for ongoing feedback, ensuring that all stakeholders,
especially disability organizations, are continuously involved.

4.Develop a Collaboration Action Plan:
« Create a timeline for engaging each stakeholder group, specifying key actions and responsibilities.
» Designate a lead contact person for each stakeholder group to ensure consistent communication.

5.Evaluate and Adjust:
¢ Revisit the stakeholder map and collaboration channels periodically to adjust as needed based on
feedback and the evolving needs of the project.
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Conclusion

Stakeholder collaboration is at the heart of creating and promoting accessible tourism in natural areas.

By engaging local communities, disability organizations, and environmental bodies in a meaningful way,
protected natural areas can become models of inclusivity while preserving the integrity of the
environment.

Through participatory planning, stakeholders can ensure that accessibility initiatives are practical,
sustainable, and responsive to the needs of all visitors.
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TRAINING MODULES

PART TWO - ACCESSIBILITY AND INCLUSIVITY IN ACTION: KEY TOOLS READY TO
PUT INTO PRACTICE

Module 7: Sustainability for Accessible and Inclusive Tourism

Summary

Module 7 delves into the essential balance between sustainability, accessibility, and inclusivity in tourism
and infrastructure development. It addresses the challenges and solutions for harmonizing environmental
conservation with accessibility improvements, as well as sustainable infrastructure design. The module
highlights how eco-friendly materials, renewable energy and sustainable practices can mitigate the
environmental impact of accessibility initiatives, such as ramps and tactile pathways, ensuring they benefit
all people, including those with disabilities.

Key sections of the module include eco-friendly materials like wood, recycled materials, and natural
resources, all of which offer unique advantages for sustainable, accessible infrastructure. Moreover,
inclusive technologies—such as LED lighting, non-slip surfaces, and sound insulation—integrate sustainability
with accessibility.

The module also presents case studies from Spain, North Macedonia, and ltaly, showcasing practical
examples of accessible, eco-conscious tourism facilities. It concludes with a hands-on exercise, where
learners measure their carbon footprint and brainstorm personal strategies for reduction, enhancing their
understanding of sustainability and inspiring positive behavioral change.

7.1 Balancing environmental conservation with accessibility improvements.

The balance between environmental conservation and improved accessibility is a central aspect in the
design of modern infrastructure. On the one hand, environmental sustainability focuses on reducing the
impact of human activities on the planet, while on the other hand, accessibility is crucial to ensure that all
people, including those with disabilities, Can use the places and public spaces without barriers. However,
the introduction of accessibility improvements can have significant impacts on the environment, creating a
need to find solutions that harmonize both want.

The Environmental Impact of Improving Accessibility

The introduction of measures to improve accessibility, while essential for social inclusiveness, can generate
some hegative impacts on the environment. For example, the construction of ramps and lifts for people
with reduced mobility can lead to a significant increase in energy consumption, both during the
construction phase and over the long term. Lifts in particular require continuous consumption of electricity,
while ramps can alter the landscape design or natural permeability of the ground.

Structural changes, such as the removal of barriers or the creation of nhew accessible routes, could also

lead to the destruction of natural habitats or alteration of the surrounding ecosystem.




For example, when building ramps and accessible paths in urban or natural contexts, it is possible that

green areas will have to be used, reducing biodiversity spaces. This impact is even more significant in
environmentally sensitive areas, such as parks, nature reserves or historic centres, where changes could
compromise the landscape and ecological balances.

Changes to road infrastructure to improve accessibility, such as the construction of new pedestrian
crossings, adapted traffic lights and wider sidewalks, may also lead to increased resource use and the
generation of demolition waste. These operations involve the transport of materials, ground moving and
heavy machinery, resulting in greenhouse gas emissions which, if not properly managed, partially negate
sustainability objectives.

Solutions to Harmonize Accessibility and Environmental Conservation

Despite the potential impacts, there are several strategies to balance the need for improved accessibility
with the objective of minimizing environmental impact. One of the most effective solutions is the integrated
design approach, which simultaneously considers accessibility requirements and ecological sustainability.
For example, it is possible to design ramps and paths that not only guarantee access to all, but also are
minimally invasive for the environment, respecting the natural morphology of the soil and reducing the
impact on green areas.

Another approach is the redevelopment of existing buildings and spaces rather than new construction. The
renovation and adaptation of existing structures reduces resource consumption and CO2 emissions by
minimizing demolition work and the use of new materials. In addition, the use of green technologies can
help offset the energy impact of introducing accessibility solutions such as lifts or lighting systems,
reducing energy consumption and increasing the efficiency of the entire facility.

7.2 Designing sustainable infrastructure: eco-friendly materials, renewable energy

The growing awareness of climate change and the need to reduce the environmental impact of human
activities has led architecture and engineering to review the principles of infrastructure design. In this
context, the design of sustainable infrastructure takes on a central role, with a particular focus on the use
of environmentally friendly materials and renewable energy sources. Buildings and structures that respect
the principles of sustainability not only respond to a growing demand for environmental solutions, but also
offer long-term economic benefits through increased energy efficiency and reduced operating costs.

Ecological materials:

One of the first steps in designing a sustainable infrastructure is the choice of materials. Traditional
materials such as cement and steel are responsible for a large amount of CO2 emissions during
production. In contrast, environmentally friendly materials are those that cause less environmental damage
throughout their entire life cycle - from production to disposal. Using these materials not only reduces the
impact on the environment, but often also means more efficient use of natural resources. One of the best

ecological materials for building sustainable infrastructure is definitely wood.




Not only it is a renewable material (if handled properly), but during its growth, trees store carbon. Carbon

sequestration continues throughout the life of wood and even during its use in construction, helping to
reduce CO2 concentration in the atmosphere. This process makes wood an excellent choice to counter
climate change.

In addition to ecological sustainability, wood is a versatile, lightweight, durable material that can last long if
treated properly. Laminated wood and CLT (Cross Laminated Timber), a material made of cross-layered
wood, is used for constructions that require high strength and structural stability. CLT structures can be
easily prefabricated, reducing construction time and improving overall energy efficiency.

Advantages:
¢ Renewability: Wood is a material that can be grown and regenerated.
» Low ecological impact: Wood production generates less CO2 emissions than other materials.
e Carbon storage capacity.

Limits:

e Availability: Wood availability depends on sustainable forest management. Indiscriminate use or
deforestation can have a negative impact on the environment.

e Durability: Unfortunately, wood is sensitive to moisture and pests, which may require specific
treatments.

Recycled Building Materials and Upcycling

Another important approach to sustainability is the use of materials that are recycled or derived from the
reuse of other products. Recycling of materials such as glass, plastics, metals, and paper is becoming
increasingly common in construction. These materials, once recovered and processed, can be turned into
useful components for construction, reducing the need for new resources.

For example, recycled cement can be made through the recovery of concrete from demolition and
demolition work. This not only reduces the amount of waste to be disposed of, but also reduces the energy
consumption required to produce new cement.

Recycled glass can be used both as a decorative material and as a structural component. Glass, when
recycled properly, can significantly reduce production and disposal needs.

Upcycling, or creative reuse, involves turning waste or materials that are no longer useful into valuable new
products. An example would be the use of old plastic bottles to produce insulation materials or decorative
building elements. The beauty of these solutions is that they not only reduce environmental impact, but
also stimulate creativity and innovation in the construction industry.

Benefits:
e Waste reduction: decreases the amount of waste going to landfills and the impact on the environment.
e Energy savings: producing recycled materials generally consumes less energy than producing new

materials.




Limitations:

e Variable quality: not all recycled materials are of high quality and some may not have the same
strength as virgin materials.
» Separation process: recovery and separation of materials can be complex and expensive.

Natural and Innovative Materials

Another interesting approach is the use of natural materials, which are not only renewable but often readily
available locally, thus reducing transportation-related impact. Among these, materials such as straw, raw
earth (e.g., adobe) and coconut fiber are gaining popularity.

Straw is a material that is used in green construction especially for thermal and acoustic insulation. It is an
excellent natural insulator that is readily available, inexpensive and biodegradable. In addition, the use of
straw in construction not only reduces energy consumption, but also improves the thermal efficiency of
buildings.

Raw earth buildings are an example of traditional construction that is increasingly being valued for its
energy-efficient and sustainable qualities. Earth is a naturally abundant material that does not require
complex processing. The adobe technique, which involves the use of raw earth bricks, has been one of the
most effective solutions in terms of energy conservation and living comfort for millennia.

Finally, coconut fiber is a natural, biodegradable and recyclable material used for strengthening structures
and for thermal and acoustic insulation. It is a material that comes from agricultural waste, contributing to
resource reuse and waste reduction.

Advantages:
e Low ecological impact: the use of natural materials reduces dependence on nonrenewable resources.
e Natural insulation: these materials provide excellent thermal and acoustic insulation, contributing to
improved living comfort.

Limitations:
» Variable durability: durability and resistance to environmental factors such as moisture and insects can
vary greatly, requiring appropriate treatments.
e Limited adaptability: the use of these materials is sometimes limited to geographical areas where they
are readily available.

To ensure accessibility, the materials chosen must not only be environmentally friendly, but also functional
and safe for those with special needs. In fact, there are a number of solutions that combine sustainability
and accessibility, meeting the needs of people with disabilities.

Non-slip flooring: A prime example of how environmentally friendly materials can also meet accessibility
needs concerns flooring. Non-slip surfaces are particularly important to avoid accidents, especially for
people with mobility disabilities or the elderly people. Eco-friendly resin or recycled rubber floors are
increasingly used in public and private spaces, not only because they are environmentally friendly and
durable materials, but also because of their ability to reduce the risk of slipping. Wood or bamboo flooring,
treated to be slip-resistant, offer a natural and durable alternative that meets these needs without

compromising the aesthetics of the environment.




Tactile surfaces for blind people: Another crucial aspect of accessibility concerns tactile pathways, used to

safely orient oneself in facilities. Floors and surfaces designed with environmentally friendly materials such
as natural stone or wood, which can be easily adapted with tactile material inserts, make it possible to
create a useful sensory experience for people with visual impairments. Tactile tiles or raised strips, which
indicate safe routes or signal changes in levels, are an example of how sustainable materials can be
combined with accessibility.

Sound insulation for people with hearing disabilities: Another aspect to consider is sound insulation, which is
essential for people with hearing disabilities or those who have difficulty hearing sounds in noisy
environments. Natural materials such as cork and coconut fiber are ideal for improving sound insulation
inside buildings. These materials, in addition to being renewable and biodegradable, are effective in
reducing noise and improving acoustic quality, creating quieter and more comfortable environments.

Materials for visibility and contrast: People with visual impairments not only need tactile pathways, but also
strong color contrasts to identify obstacles, doors, and hallways. The use of materials with strong
contrasting colors, such as colored recycled glass or wood panels treated with brightly colored eco-friendly
paints, can improve the visibility of spaces and help with orientation for those with visual impairments.
These measures are particularly useful in increasing the safety and independence of those moving through
complex environments.

Inclusive Technologies and Sustainable Solutions

The adoption of green materials must be combined with innovative technologies to ensure that spaces are
truly accessible. For example, the use of intelligent LED lighting systems, which are not only energy efficient
but can be adjusted according to the visual needs of users, is a solution that integrates sustainability with
accessibility. LED lights can be programmed to intensify or turn down in certain areas, improving
orientation for people with visual impairments without wasting energy.

Similarly, automatic control systems for doors and windows, made from durable and recycled materials,
offer a particularly useful solution for those with mobility impairments. The integration of smart sensors to
control lighting, temperature, and room access can reduce obstacles and improve the independence of
people with disabilities.

Renewable Energy and Sustainable Infrastructure

Another key aspect of sustainable infrastructure design is the integration of renewable energy. Adopting
renewable energy solutions not only reduces the carbon footprint of a building or facility, but also
contributes to energy security by reducing dependence on fossil fuels. The use of renewable energy is now
a must for any design that aspires to sustainability.

One of the most common solutions is the installation of photovoltaic panels to generate solar energy.
Photovoltaic panels can be integrated into the roofs of buildings, or installed on other surfaces, to make the
most of the sun's energy efficiently. Buildings equipped with photovoltaic systems can produce enough
energy to cover their needs, reducing the demand for energy from the power grid and lowering energy
costs.

Another widely used renewable energy source is wind power. In some geographical areas, the integration

of small wind turbines into urban or rural infrastructures is becoming common practice.




Wind turbines, unfortunately, are often little used in urban areas because of their size and the noise they

can generate, but in larger settings, such as industrial areas or low-density housing developments, they can
provide green energy.

Geothermal energy represents another interesting opportunity for energy sustainability, but applicable in a
few countries. In areas with geothermal activity, such as Iceland or some areas of the United States, it is
possible to exploit heat from underground to heat buildings or generate electricity. This type of energy is
particularly useful in residential and commercial settings where a continuous supply of low-cost energy is
needed.

In addition, the design of sustainable infrastructure must also take into account the management of water
resources. The use of technologies such as rainwater collection systems, or the installation of wastewater
purification and treatment systems, helps to reduce drinking water consumption and avoid waste. These
systems not only reduce environmental impact, but can also reduce operational costs associated with
water management.

7.3 Case studies in Spain, Macedonia and Italy: .:‘_a, sg 1
E S _ 4 |

Below are some case studies of particular relevance:
SPAIN:
+ The Natural Park of the Volcanic Zone of La Garrotxa in Catalonia offers accessible routes for people

with disabilities, allowing them to explore volcanic landscapes and forests in an inclusive way. Available
activities include hot-air balloon flights, which offer spectacular views of the craters and surrounding
nature, making the experience even more unique and accessible to a wide audience.

¢ Accessible coastal tourism in Baiona, Galicia, is promoted by the Sensea project, which aims to make
beaches and tourist facilities accessible to all, including people with disabilities. The project offers
services such as adapted walking paths, beach access walkways, and special bathing facilities,
ensuring an inclusive seaside experience. In addition, activities and guided tours are organized to
encourage the participation of all visitors, regardless of their needs.

NORTH MACEDONIA:

* An example of a green facility in Macedonia is the Ohrid Lake Eco Resort, located near Lake Ohrid, one
of the country's most valuable natural areas and a UNESCO World Heritage Site. This resort has been
designed to minimize its environmental impact, using eco-friendly technologies such as solar panels for
energy and low-impact waste water treatment systems. In addition, the eco-resort promotes
sustainable tourism practices, such as low-impact trekking and environmental education for visitors. In
this way, the resort not only offers sustainable accommodation, but also contributes to the protection
and enhancement of the fragile lake ecosystem.

ITALY:
e Located in the hills of Bologna, the La Costa farmhouse is built according to the principles of green
building, using natural and local materials. The structure is mainly powered by solar energy and is
surrounded by unspoilt nature, which is preserved through sustainable agricultural practices and the

use of organic farming techniques




¢ Le Terrazze, an eco-resort located on the beautiful Sardinian coast, stands out for its adoption of eco-

sustainable solutions, such as the use of natural materials and renewable energy. The resort is also
designed to be accessible to people with disabilities, with adapted rooms, large barrier-free common
areas and easily walkable footpaths.

e Babette's Ecovillage, located in the mountainous area of Liguria, is an ecological resort offering an
experience of living in nature, designed to be accessible also to visually impaired persons. The nature
trails are designed to be easily navigable thanks to tactile guides, braille sighage and audio descriptions.
The structure is built with natural and sustainable materials, such as wood and local stone, and is
powered by renewable energy sources, such as solar.

7.4 A Hands-On Exercise: Measuring_my carbon footprint and brainstorming_solutions to

reduce it.

Introduction

Our carbon footprint represents the amount of greenhouse gas emissions, such as carbon dioxide (CO2),
that we produce through our daily activities, such as energy use, transportation, and the production of the
goods and services we consume. Measuring and reducing our carbon footprint is fundamental to help fight
climate change.

In this exercise, tips will be given on how to calculate your carbon footprint and how to reduce it.

Part 1: Measuring your carbon footprint. ‘o ]

To calculate one's carbon footprint, one can use Online Calculators. @@ @ a@

There are many online tools that make it easy to calculate your carbon footprint: :@\ o @“
¢ Greenpeace Carbon Footprint Calculator @ @

« WWEF Carbon Footprint Calculator
« Carbon Footprint Calculator

Simply enter information such as the type of dwelling, the amount of energy consumed, the mode of
transportation you use, diet information, etc.

The calculators will provide an estimate of your annual emissions.

Part 2: Solutions to reduce your carbon footprint.
Once you have calculated your carbon footprint,you can think about how to reduce it. Here are some ideas:

1. Reduce energy use

Optimize energy efficiency: use LED bulbs, high-efficiency appliances, and make sure the house is well

insulated.




Renewable energy: if possible, choose energy suppliers that use renewable sources or consider installing

solar panels.

Turn off appliances: turn off electronic devices when not in use, rather than leaving them on standby.

2. Change transportation habits

Sustainable mobility: walk, bike or use public transportation.

Carpooling and carsharing: sharing cars or renting them as needed reduces the number of vehicles on the
road.

Electric vehicles.

3. Change diet and shopping

Low-impact diet: reduce meat consumption, especially red meat, which has a high carbon footprint.
Increase intake of plant foods.

Local and seasonal foods: prefer to buy local and seasonal foods to reduce emissions related to food
transportation and storage.

Reduce food waste: try to avoid waste by planning meals and storing food properly.

4. Reduce waste

Recycling and composting: properly separate recyclables and consider composting organic waste.

Responsible shopping: try to reduce the purchase of disposable products. Give preference to reusable
products and environmentally friendly packaging.

5. Offsetting emissions

Plant trees: part of carbon emissions can be offset by planting trees, which absorb CO2 as they grow.

Offsetting emissions: there are offsetting programs that allow you to finance green projects, such as
renewable energy plants or reforestation.

Sy €5




Conclusion

In conclusion, sustainable and accessible tourism requires a thoughtful balance between environmental
conservation and inclusivity. By integrating eco-friendly materials, renewable energy, and inclusive design,
it is possible to create tourism experiences and infrastructures that respect both nature and diverse visitor
needs.

The case studies and practical exercises highlight that individual and collective actions play a vital role in
reducing environmental impacts, promoting accessibility, and fostering a more inclusive, sustainable world

for future generations.
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TRAINING MODULES

PART TWO - ACCESSIBILITY AND INCLUSIVITY IN ACTION: KEY TOOLS READY TO
PUT INTO PRACTICE

Module 8: Marketing and Promoting Accessible and Inclusive Tourism

Summary

This module aims to equip participants with practical and theoretical knowledge to effectively market
tourism services that cater to all individuals, emphasizing inclusivity and accessibility in promotional efforts.

Module 8 centers on marketing accessible tourism services, offering strategies to attract tourists with
diverse needs. It emphasizes using digital platforms and social media to promote inclusivity, reaching a
broad audience with content showcasing accessibility.

Special events and initiatives, like the Inclusive Smart Tourism project in North Macedonia, are highlighted
as effective ways to raise awareness and enhance a destination’s reputation for inclusivity. Successful case

studies are also shared, demonstrating campaigns that successfully attracted diverse groups.

To conclude, participants create a "communication pil," a short, impactful message to promote their
services from an accessible perspective, allowing them to put these concepts into practice.

1.Strategies for marketing accessible tourism services.

1.1.The concept of the strategic marketing plan.

The strategic marketing plan for accessible services in the tourism and leisure sectors is based on the
deep knowledge of the leisure and tourism demand markets, by using tools of market information and
market intelligence.

Market intelligence is the information we have on a specific market (e.g. senior/ silver people segment,
WHOP-Wealthy Healthy Old People segment, people with reduced mobility segment). With this information
we build the strategic marketing plan and the operational marketing plan for any kind of accessible tourism
services.

Within the strategic plan, we define strategies oriented to notoriety (quantitative), as to strategies oriented
to positioning and branding recognition (qualitative). The strategic lines (for example, the seasonality of a
particular segment of the demand) are based in the trends and the market intelligence previously
identified.

Within the operational plan, we define the different market entry activities to be implemented (for example,
a digital marketing campaign or the participation in a trade fair on accessible tourism). We need in any

case to establish a balanced combination between offline and online strategies and actions.




1.2.Market information and market intelligence.

Market intelligence is the information we have on the market, once it has been interpreted by sector
experts (e.g in sports, culture, nature, product placement, distribution channels). The market intelligence
serves us to take informed marketing and promotion decisions (e.g. the preferential communication
channels utilized by a specific segment of the population or the tourism demand).

Market intelligence enables us to take informed and segmented marketing decisions; to be taken by both
destinations/ public authorities and private companies, associations, NGOs, BSOs-business support
organizers, etc.

The market intelligence counts also in each destination or outgoing market with: key sector actors, heavy
users, decision makers, local stakeholders, groups of interest; in addition to the demand.

Market information and market intelligence are key in identifying the more adequate segments and profiles
of the society/ the leisure and tourism market, to be targeted by a communication/ promotion campaign.

1.3.Market intelligence and audience identification.

Within the process of identification of the audience/ demand we can find general/ wide segments (e.g.
senior/ silver market) of specific segments/ hypersegmented/ market niches: e.g. people with a very
specific functional diversity or a very specific food intolerance.

Segmentation and hyper-segmentation of the demand are based on motivational factors and functional
factors.

The tourist/ visitor profiles are related to the kind of tourist services and products they want and can buy in
the destination (e.g. adapted heritage trails).

The products/ services benchmarking analysis, identifying the parameters of real products already in the
market,complements the segmentation in the demand.
Examples of product parameters: duration, components, price, preferred distribution channel.

Main functional factors of the leisure and tourism demand, that we have to take into account, are: age,
gender, family status, kind and size of group (family, corporate, club/ association, MICE, etc.), social group,
sexual trends, cultural level, educational level, functional diversities, reduced mobility/ mobility capacity,
religion, nationality, food preference/ nutrition style, food allergies and intolerances, purchasing capacity/
economic level, etc.

The tourism and leisure demand motivational and functional factors are key in the processes of product
conception, design and development.

They are also key in the visits planning and the establishment of the carrying capacity of the resources,

attractions, sites, destinations, spaces for leisure and tourism in general.




2.Communications Plan

A well-structured communications plan is essential for effectively promoting tourism services or
destinations. This plan outlines the strategy for reaching the right audience, defining the brand's image, and
balancing various promotional actions.

The basic elements of a communication plan are:

1. Audience Identification: The first step is to identify and understand the target audience or demand
segments. This can include segmentation, hypersegmentation, creating buyer personas, and identifying
specific profiles, niches, and segments. Market intelligence tools can provide valuable insights to tailor
the communication efforts to the needs and preferences of each group.

2.Consideration of External and Internal Factors: A successful plan takes into account external or
internal conditioning factors that may affect communication. Examples include limited connectivity in
rural areas, access to social media, and the health and safety conditions at the destination. Recognizing
these factors helps in adapting the communication approach to overcome potential barriers.

3.Media Relationships: Building strong relationships with communication media is crucial. This includes
working with both general interest media and special interest media, which can help increase reach
and visibility. Tailoring messages to fit the needs of each media type ensures that the information
resonates with different audiences.

4.Corporate Image and ldentity: Defining the corporate image and identity is essential for establishing a
recognizable brand. This involves creating key visual and auditory elements such as logos, colors,
jingles, and images. A distinct corporate identity with a differential packaging strategy and clear core
messages (slogans or claims) positions the product or service in the market effectively. A corporate
identity manual can provide guidelines to maintain consistency across all materials.

5.Seasonal Timing and Coordination: The communications plan should align with the seasonal patterns
of tourism. Timing is important for coordinating campaigns and maximizing impact during high-
demand periods. This could mean launching specific promotions or events that align with tourist peak
seasons or particular festivals.

©6.0nline Reputation and Balance of Channels: An online reputation strategy is critical in today's digital
age. Balancing online and offline actions ensures that the brand reaches audiences across multiple
touchpoints. Online actions might include social media campaigns and website content, while offline
actions encompass trade fairs, exhibitions, roadshows, and promotional events like wine tastings or
destination presentations.

7.Examples of Offline Activities: Offline activities play an essential role in building a strong presence.
These include participating in trade fairs and exhibitions, hosting promotional events, organizing show
cookings, wine tastings, and product seminars. Networking activities like fam trips (familiarization trips),
blog/vlog trips, and commercial workshops offer experiential connections with the brand and can drive
word-of-mouth recommendations.

In summary, a comprehensive communication plan identifies the target audience, accounts for influencing
factors, builds media relationships, and establishes a clear brand image and identity. By coordinating timing
with seasonality and balancing online and offline strategies, tourism providers can create a cohesive plan

that effectively promotes their services or destination to a wide and relevant audience.




3. Using digital platforms and social media to promote inclusivity.

Digital platforms and social media are powerful tools for promoting inclusivity in tourism. These channels
allow tourism providers to reach a wide, diverse audience and showcase their commitment to accessible
experiences. In this section you will find some key strategies to make the most of digital platforms.

By leveraging digital platforms and social media effectively, tourism providers can create a more inclusive
brand image and make their services more visible to all potential travelers.

« Highlight Accessibility Features. Share photos, videos, and descriptions that highlight your accessible
facilities, such as wheelchair ramps, accessible bathrooms, and signage in braille. Including testimonials
from guests with different needs can also add authenticity and build trust.

« Engage with Your Audience. Use social media to engage with people directly. Respond to questions
about accessibility openly, and encourage reviews or feedback on accessible services. This interaction
shows potential customers that you are listening to their needs and are committed to inclusivity.

¢ Content Creation and Sharing. Regularly post content that focuses on inclusivity, such as blog posts
about accessible travel tips or stories of diverse travelers enjoying your services. Collaborate with
influencers and bloggers who advocate for accessible tourism to reach a broader audience.

¢ Use Inclusive Language and Imagery. Ensure that your language is welcoming and inclusive, avoiding
stereotypes and highlighting diversity. Use images that represent a range of abilities, ages, and
backgrounds to make everyone feel welcome.

¢ Create Dedicated Accessibility Pages. On your website, create a dedicated page detailing all
accessible services. Make sure this information is easy to find and updated regularly, as this will help
customers with specific needs plan their trips confidently.

4. Special events and initiatives to raise awareness (e.g., Inclusive Smart Tourism project in

North Macedonia).

There are many different options of events and initiatives to raise awareness on accessibility and inclusivity
in the tourism and leisure sectors:

¢ Public information/ dissemination sessions on the different elements settled in the territory to adapt it
to the accessibility and inclusivity, e.g.: signposting, intelligent signposting, ramps, adapted trails,
adapted parking spaces, adapted toilets and other facilities, adapted access to public sites, virtual visits
and immersive exhibitions, other suitable technologies to adapt tourism places and experiences to
people with functional diversities: psychical, physical, cognitive.
* These information/ dissemination sessions can be adapted for different adiences:
General public
Specific interest actors and stakeholders, e.g.: NGOs, consultancy companies on accessibility and
inclusivity
Hospitality and tourism actors, e.g.: incoming and outgoing travel agents/ tour operators, local tourism
producers, lodging, transport, guides and heritage interpreters, managers of sites/ monuments/ museums.

Ideally, this kind of event must be accompanied by campaigns in the media and in the social media to

support the live events: face-to face, online or hybrid.




It is of key importance that these sessions and campaigns are open to all kinds of segments and

parameters of: age, culture, nationality, social level, religion, ethnic, gender, sexual trend, etc. adequately
responding to the rich human diversity in the destinations.

Gamification strategies can be used to make the sessions and campaigns more attractive to native
digitals/ young generations X and Z.

5. Case studies/Examples: successful campaigns that attracted diverse groups.

Campaign “Sensea” about inclusive sea tourism in Baiona Municipality, Pontevedra (Spain).

“Sensea” is an initiative that seeks to open the Galicia region to the outside world including all groups
without exception. Galicia region envisions the promotion and dissemination of its marine and nautical
heritage as an unique reference destination, for an innovative and improved range of products and tourist
itineraries, such as those that are part of the “Sensea” campaign.

An ensemble of traditional nautical activities, sports and recreational activities are part of the Galician ports
and their uses and the relationship between Galicia and the sea.

This binomial is a source of wealth generation, an agent of local job creation, a source of social and tourist
dynamism and a symbol of inclusive culture and accessibility. Baiona wants through this campaign to
become a reference in seafaring accessible tourism.

All the resources related to the sea take advantage of the new tendencies of tourist consumption, adding
effort to orient this activity to future markets, including segments of the demand with any kind of functional
diversities.

This initiative obeys to the priority from the regional administration to approach the attractiveness of the
Galician sea to the whole community and to the objective to wake up the interest for sailing, also reaching
the segments with functional diversities. “Sensea” is a good example to contribute to these obijectives,
because “it creates a unique and complete expectation of navigation to understand how to live off the sea
in Galicia.

The “Sensea” initiative was born from the previous work developed by the “Sentir o Mar” team, made up of
professionals from the educational, social and tourism fields, who demonstrated that, beyond sight, there
are a thousand ways of experiencing, living and transmitting the sea. This initiative allowed people with
different disabilities to approach, enjoy and feel the sea, having the opportunity to be part of it through
tourist experiences related to the seafaring culture.

6. Hands-on Exercise: Creating_a communication pill to disseminate their services and

tourism experiences from an accessible and inclusive perspective.

Exercise Objective:
Create a brief, engaging communication piece that emphasizes the inclusivity and accessibility of your

tourism services or destination. This could be a social media post, an email headline, or a short ad script.




Step-by-Step Instructions:

1. Identify Your Target Audience and Key Segments
+ Reflect on the market intelligence concepts. Define a specific segment within accessible tourism to
target with this message. For instance, your communication pill might target seniors, travelers with
physical disabilities, families with young children, or a niche like eco-conscious tourists with accessibility
needs.
+ Choose a segment that aligns well with your services and the accessible features you offer.

2. Highlight Core Accessibility Features
» Based on the "Using Digital Platforms and Social Media to Promote Inclusivity" section, identify the main
features of your service that support accessibility and inclusivity. For example, mention wheelchair
ramps, accessible restrooms, virtual tour options, or multisensory heritage interpretation that enhances
experiences for all visitors.
¢ Ensure your language is clear, inclusive, and welcoming. Avoid using jargon or overly technical terms,
focusing on a message that anyone can understand and appreciate.

3. Incorporate Heritage Interpretation and Emotional Appeal

» Using insights from "Heritage Interpretation” (of Module 3), convey the essence of your destination or
service by emphasizing its unique value and cultural significance. For example, if your service offers
guided heritage tours, highlight how it enables visitors of all abilities to connect with the history and
stories of the location.

¢ Add an emotional touch that helps visitors feel a personal connection to the experience. This might
include a short story about a past visitor’s experience or a simple phrase that captures the spirit of
inclusivity (e.g., "Experience the magic of [destination] — accessible to all, unforgettable for everyone").

4. Craft a Core Message and Slogan
¢ Summarize your communication into a single, memorable message. This could be a slogan, a headline,
or a short paragraph. Keep it concise yet meaningful, aiming to convey a welcoming, inclusive spirit
that invites everyone to explore your services.
e For example: "Discover [destination] — a place where heritage comes alive for everyone," or "Your
journey to accessible adventure starts here."

5. Balance Online and Offline Channels
¢ Think about how this communication pill can be shared across both online and offline channels. For
onling, consider a visually engaging social media post with inclusive imagery. For offline use, imagine
using it as part of a flyer, poster, or signage at events or fairs where potential tourists can see it.

6. Reflection:
« After creating your communication pill, think about how it resonates with your chosen audience. Does it
emphasize inclusivity and accessibility? Is the message clear and welcoming? Test it by sharing with

colleagues or target customers to gather feedback and refine it further.




Conclusion

By combining strategic market intelligence, heritage interpretation, a structured communications plan, and
the use of digital platforms, tourism providers can create powerful, inclusive messaging that resonates with
diverse audiences. The module emphasizes understanding market segments, crafting messages that
reflect core values, and ensuring accessibility is at the forefront of all promotional efforts. Through hands-
on exercises like creating a "communication pill," participants are empowered to put theory into practice,
crafting impactful messages that highlight their commitment to inclusivity, accessibility, and cultural
significance in tourism.
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TRAINING MODULES

PART TWO - ACCESSIBILITY AND INCLUSIVITY IN ACTION: KEY TOOLS READY TO
PUT INTO PRACTICE

Module 9: Monitoring, Evaluation, and Feedback

Summary

This module focuses on how to evaluate accessibility efforts in protected natural areas, ensuring
continuous improvements.

Participants will learn how to implement feedback mechanisms tailored to visitors with disabilities, monitor
the effectiveness of accessibility features, and maintain infrastructure.

Real-world case studies will highlight how feedback has driven improvements in various tourism settings.
Additionally, participants will engage in a hands-on exercise to create an evaluation form that can be
applied to their infrastructures and services.

1. Introduction to Monitoring, Evaluation, and Feedback

Effective monitoring, evaluation, and feedback are essential components for ensuring that the previously
presented accessibility and inclusiveness measures in protected natural areas remain functional, inclusive,
and responsive to the needs of visitors with disabilities. As more parks and natural areas strive to offer
barrier-free experiences, regular assessment helps identify what’s working and what requires adjustments.
Continuous improvement is the hallmark of successful accessible and inclusive tourism initiatives.
Accessibility and inclusiveness aren’t static, but they evolve with changing technology, user needs, and
environmental conditions. Therefore, creating a robust system to evaluate and maintain these initiatives
helps ensure they deliver the intended benefits over time.

This module will provide the tools to implement monitoring systems and gather insightful feedback that
can shape future improvements.

2. Creating Feedback Mechanisms for Visitors with Diverse Abilities

2.1.The Importance of Feedback in Accessible and Inclusive Tourism

Listening to the users with different abilities is the first and the best way to get closer to them and
contributing to accessibility and inclusiveness. Feedback from visitors with disabilities is one of the most
direct ways to assess the real-world effectiveness of accessibility and inclusiveness features in natural
areas. People with diverse abilities are best positioned to identify whether ramps, signage, tactile maps, or
services are truly meeting their needs.

Therefore, incorporating feedback mechanisms ensures that managers of protected natural areas stay
informed about how their infrastructure is used, any challenges encountered by visitors, and potential

areas for improvement.




2.2.Methods for Collecting Feedback

There are multiple ways to gather feedback from visitors with diverse abilities:

On-site Surveys: After their visit, encourage visitors to complete a short survey. Ensure that the
survey is accessible in multiple formats (large print, braille, or an electronic version with text-to-speech
functionality).

Post-Visit Follow-Up: Send visitors an email or SMS survey after their visit. Keep it simple and direct,
focusing on key aspects such as ease of navigation, staff helpfulness, and satisfaction with facilities.
Online Platforms: Use your website or social media to invite visitors to share their experiences.
Offering incentives, such as discounts on future visits, can encourage participation.

Feedback Stations: Set up accessible kiosks or stations at key points (entrances, exits) where visitors
can provide feedback directly during their visit.

Focus Groups: Periodically organize focus group discussions with people with disabilities, either on-site
or virtually, to gather more in-depth feedback.

2.3.Types of Feedback to Collect

When designing feedback mechanisms, it is important to collect information that covers the following

areas:

Physical Accessibility: Evaluate the ease of access to trails, parking, restrooms, viewing areas, and
paths.

Cognitive and Sensory Accessibility: Collect feedback on signage, tactile maps, audio guides, and
information boards.

Staff Assistance and Services: Evaluate how well staff responded to the needs of people with
disabilities and whether they provided the right support.

Overall Visitor Experience: Assess the overall satisfaction of the visitor's experience, asking about
ease of use, comfort, and any challenges faced.

2.4.Designing Accessible Feedback Forms

Inclusiveness and accessibility do not stop with infrastructure: it also applies to how feedback is collected.

Make sure that the forms or platforms for gathering feedback are inclusive:

Offer feedback forms in braille, large print, and simplified language.

Provide digital formats compatible with screen readers and voice-to-text systems.

Use visual cues and symbols to assist visitors with cognitive disabilities.

Ensure physical forms are easy to read and fill out and provide assistance when needed.

3. Monitoring the Effectiveness of Accessibility and Inclusiveness Initiatives

3.1.Why Monitoring Matters

Accessibility and inclusiveness features can degrade over time due to wear and tear or changes in

environmental conditions, including technological changes, social trends, climate conditions, etc.




Continuous monitoring is critical to ensure that these features remain functional and meet the needs of

visitors. Without regular oversight, even well-designed accessibility initiatives can fail over time, leading to
frustration for visitors and reputational damage for the site.

3.2.What to Monitor

The following areas should be regularly checked to ensure the effectiveness of accessibility features:

¢ Physical Infrastructure: Assess the condition of ramps, pathways, parking spaces, and accessible
toilets. Look for any wear and tear that might make them harder to use.

« Signhage and Information Systems: Monitor the legibility of signs, the functionality of tactile maps, and
the accuracy of audio guides. Replace damaged or outdated materials.

+ Adaptive Equipment: If your site offers equipment like wheelchairs, Joelette chairs, or assistive
listening devices, make sure they are regularly inspected, maintained, and accessible when needed.

« Visitor Flow: Observe how visitors, especially those with disabilities, move through the area. Identify
bottlenecks or areas where navigation is challenging, and adjust infrastructure or services accordingly.

« Staff Interaction: Monitor how well your staff responds to the needs of visitors with disabilities. This
could include observing interactions or collecting feedback on service quality.

3.3.Tools for Monitoring

Use these tools to ensure a structured monitoring process:
1.Accessibility and Inclusiveness Audits: Conduct periodic audits of all infrastructure and services to
ensure compliance with accessibility standards.
2.0bservation Checklists: Equip staff with checklists to observe visitor behavior and identify challenges
faced by people with disabilities.
3.Mystery Shopper Programs: Hire people with disabilities to visit your site anonymously and assess the
accessibility features. Their reports can provide valuable insights.

4. Regular Updates and Maintenance of Infrastructure

4.1.Why Maintenance Is Key

Once infrastructure for accessibility is in place, maintaining it is an ongoing task. Without proper
maintenance, even well-designed ramps, pathways, and signage can become ineffective or unsafe.
Regular updates and maintenance ensure that accessibility features stay functional and adapt to evolving
visitor needs and environmental changes.

4.2.Scheduling Maintenance

* Routine Inspections: Schedule regular inspections (e.g., monthly, quarterly) to assess the state of all
accessibility features. This should include pathways, parking spaces, restroom facilities, and adaptive
equipment.

« Seasonal Adjustments: Natural environments change with the seasons, affecting accessibility. For
instance, autumn leaves may obstruct pathways, or winter weather may cause icy conditions. Be

proactive in maintaining access throughout these seasonal changes.




+ Technology Updates: If your site uses technology for accessibility (e.g., audio guides or apps), ensure

that these systems are updated regularly to avoid bugs or outdated information.
« Staff Training Updates: Keep staff trained in the latest accessibility protocols and assistive
technologies.

4.3.Maintenance Budgeting

Allocate part of the site's budget specifically for maintaining and updating accessibility features. While initial
costs may be high, regular maintenance prevents more expensive repairs in the long term.
Consider seeking partnerships, grants, or government funding focused on accessibility improvements.

5. Real-World Examples of Feedback-Driven Improvements in Accessibility

5.1. Continuous maintenance and users feedback inh Autocamp Ljubanishte-Ljubanishta,
Ohrid, North Macedonia.

It offers camping services in tents, trailers, and bungalows and serves as one of the few complexes in
North Macedonia specifically designhed for the access and accommodation of individuals with physical
disabilities. Autocamp "Ljubanishta" is a unique tourist destination that prioritizes easy access for people
with physical disabilities.

They have developed one specific strategy to implement regular maintenance schedules and actively seek
feedback from guests to address any issues promptly.

5.2. Direct users feedback in Montseny Natural Park, Catalonia.

Montseny Natural Park focuses on educational programs designed for inclusivity, allowing visitors of all
abilities to learn about biodiversity and conservation. The programs involved iterative program design with
direct feedback from affected communities.

5.3. Digital Tools to Ensure Monitoring. The case of Central Europe.

The "Accessible Spaces for All" project, part of the Interreg Central Europe Programme, provides a great
example of continuous monitoring through the Web Accessibility Viewer (WAV). This tool collects real-time
accessibility data via field evaluations by people with disabilities. The data includes information about
tourism facilities, transport access, and barriers. This participatory process, combined with data sharing,
allows for evidence-based strategy development to improve accessibility across rural areas.

6. Hands-on Exercise: Creating an Accessibility Evaluation Form

Exercise Objective:

Participants will create a simple but effective evaluation form that can be used to gather feedback from
visitors with disabilities about the accessibility and inclusiveness of their site’s infrastructure and services.
The form should cover key areas such as physical access, cognitive and sensory support, and the quality

of services provided by staff.




Step-by-Step Instructions:

1.Select Key Evaluation Areas:

Physical accessibility: ramps, pathways, parking, restrooms, etc.

Cognitive and sensory accessibility: signage, audio guides, tactile maps, etc.

Staff interactions and service quality.
« Overall visitor satisfaction.
2.Choose Accessible Formats:
e Ensure your evaluation form is available in multiple formats, such as braille, large print, and digital
versions that are compatible with screen readers.
3.Develop Questions:
+ Keep questions simple and direct. Use yes/no, multiple choice, and open-ended formats to gather both
quantitative and qualitative feedback.
+ Example questions:
Woas the pathway easy to navigate? (Yes/No)
Did you find the signage helpful? (Very Helpful, Somewhat Helpful, Not Helpful)
How would you rate the support provided by the staff? (Excellent, Good, Fair, Poor)
Please share any suggestions to improve accessibility at our site.
4.Test and Revise:
+ Have a few visitors with disabilities test the form and provide feedback on its usability. Make revisions
based on their input.
5.Distribute and Analyze

Conclusion

By implementing tailored feedback mechanisms and engaging with visitors with disabilities, managers can
gather valuable insights that inform continuous improvements. Effective monitoring is an ongoing process,
essential for maintaining functional accessibility features in response to evolving needs. User feedback can
drive meaningful changes, ultimately fostering a more inclusive and enriching experience for all visitors.
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NATURE UNLOCKED: A CHECKLIST FOR BARRIER-FREE
EXPERIENCES

What?

A practical checklist of ten questions & answers to evaluate the accessibility and inclusivity in the guides’
tourism infrastructures and services offered in their protected natural park.

When?

e It can be done at the end of the training, to put the content into practice according to the guides’
infrastructures and services.

e It can also be done before starting the training, to measure the level of accessibility and inclusivity in
their infrastructure and services, and then repeated at the end, to see if the results change after the
training and going deeper in the universe of accessible and inclusive natural tourism.

Check Questions (YES/NO ANSWERS): g

General:
* When you start a new project of any scope within a natural area, do you have a specific focus on
accessibility?
* Have you or the staff of the protected area where you work ever been trained with courses focused on
disability and on approaches/methodologies to be used to make the proposed course more inclusive?

Module 1 - A Legal and Ethical Context to Accessible and Inclusive Tourism
Have your initiatives, projects, or experiences in accessible tourism been designed and implemented in
alignment with local, national, and international accessibility laws and standards?

Module 2 - Understanding Diverse Abilities and Specific Access Needs
Do your current projects in natural areas incorporate specific adaptations and inclusive practices to address
the needs of individuals with different disabilities such as physical, cognitive, and sensory?

Module 3 - Inclusive Design and Infrastructure in Natural Areas
Have your projects or initiatives in natural areas incorporated inclusive design principles, such as universal
accessibility in pathways, facilities, and interpretive tools to ensure accessibility for visitors of all abilities?

Module 4 - Integrating Technology for Inclusive Tourism:
Are assistive technologies, such as audio guides or beacons, used to enhance the experience for visitors
with disabilities?

Module 5 - Communication and Service Skills for Inclusive Tourism:
Are Augmentative and Alternative Communication (AAC) tools, such as text-to-speech apps, available for

visitors?




Module 6 - Collaboration and Stakeholder Engagement

Have your projects or initiatives actively involved diverse stakeholders, such as local communities, disability
organizations, environmental bodies, and tourism operators, in the planning, design, or evaluation phases to
ensure accessibility goals are met effectively and sustainably?

Module 7 - Sustainability for Accessible and Inclusive Tourism:
Do you regularly monitor the accessibility of your facilities to identify and improve barriers?

Module 8 - Marketing and Promoting Accessible and Inclusive Tourism
Have you developed and implemented marketing strategies that specifically highlight the accessibility
features of your services or destination, using inclusive language, imagery, and platforms to engage diverse

audiences effectively?

Module 9 - Monitoring, Evaluation, and Feedback:

Have you implemented different feedback forms to gather everyone's opinions?
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