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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 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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