International Centre for
Tourism & Hospitality Research

Bournemouth www.bournemouth.ac.uk/icthr
University

Accessible Tourism

Marketing Strategies
and social media

Professor Dimitrios Buhalis
Bournemouth University

www.bournemouth.ac.uk


http://www.buhalis.com/

Excellent Accessible Tourism Books
Wy wAspects of Tourlsm

C-V" adspects of lourism

- —

Bournemouth
University

BEST PRACTICE IN
ACCESSIBLE TOURISM

ACCESSIBLE TOURISM

Concepts and Issues

e Uy Uhvinros B2 vt Sron

Dimitrios Buhalis and Simon Darcy 2011  Buhalis, D. Ambrose, 1., Darcy, S., 2012,

ACCESSIBLE TOURISM Concepts and  BEST PRACTICE IN ACCESSIBLE

Issues ISBN 1845411609 Channel View TOURISM : Inclusion, Disability, Ageing

Publications http://goo.gl/VRbkk5 Population and Tourism, ISBN 1845412524
http://goo.gl/iWwQeAa

www.bournemouth.ac.uk




The Accessibility Market

Bournemouth Accessibility concerns everyone...
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The higher the degree of disability

the more information is required

Providing information about accessibility
to these groups determined whether they

will engage in the travel process or not
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BU The Disability Market
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Extent of impairment Type of Impairment

Mobility impairments

Visual impairments

Hearing impairments

Speech impairments

Mental/ Intellectual impairments

Hidden impairments

Elderly population
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Holiday Centres
Hotels Camping
Accommodation  B&B
Farmhouses
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Restaurants

INTERMEDIARIES: Fast fCatlﬁgng — Casino Theatre
AVAILABLE TOURISM PACKAGES Food 0O cee] beer Entertainment "0
: Cinema
Xravel. — '(gourt «— 'Io‘ncom_lng gardens Clubs ~ Cinemas
encies erators encies .
9 P 9 MonumTIPCshanIogy estivals  Music Architecture
Heritage Events As Museums dSpas
Sporting Religious an made
Conference Archaeological
site Galleries

AVAILABLE TOURISM INFORMATION: Destination
Management Organisations/ DMSs

Waterfalls ~ Beach
Rivers  Natural Lakes

Gardens Landscape
Woodland Par

centres  parks
Purpose built

Theme
parks Observatories

Private health
institutions

AVAILABLE ACCESSIBILITY INFORMATION: 'Otht('etr ttw_ealth Post offices  Travel
B : X ™ . institutions Tour guides insurance
Travel Business Disability Organisations Public Banks_ Private -
Travel Embassies RTO Currency exchange
. Police  NTOs Timetables

Fishing Painting
Sailing el Golfing geald
walking ACTIVITIES

Photography Swimming
Nature exploration

ertific LTOs
= ation

Pers
comm

Eat — Car/ Taxi — Coach/ Bus — Train - Airlines

(health,
study)

A

alue added
services
Customers’

A Product information Booking Transit informati@n site information
eeds:

Generic
information

Pre trip During trip: teansit

During trip: on site
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We Are Facing A Digital Revolution That Will 02
Radically Change Industries

Social
Communications Advertising
Security/safety
services
Financial -
services

] . e-Entertainment
Virtuahzation

Digital home

e-Government

£ _ Customer
A intelligent
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< i Tele-presence Communication
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Think
Design
Respect
Inform
Network
Engage
Improve
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DIMENSIONS FOR
ACCESSIBLE TOURISM

Destination

Hotel

Restaurant / Bar
Cultural Attraction
Theatre/Cinema
Beach/Lake
Park/Recreation

Mobility impairments

Visual impairments

Hearing impairments

Speech impairments

Mental/ Intellectual impairments
Food intolerance

Hidden impairments

Elderly population
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Official Travel Guide to Oslo L?:?nﬂide' media and cruise /i
Bourne visitOSLO VisitOSLO 7

Universit
Transport Accommodation Restaurants and Activities and What's on?

= W nightlife [ attractions

vigitoslo.com Oslo for all
|_vitos.com_ Q

Oslo for all!

%1 Accessibility information Book online here
= Oslo aims to be a city for everyone, and thraugh the site www visitoslo.com Oslo can now
T Search for venues assessed - offer integrated specified information about physical accessibility at a number of Iy Hotel a
— by VistOSLO accommodations, meeting facilities, restaurants and museums in the city. We provide this -
g _ information in order to make it easier for everyone to plan their visit to Oslo, and because 88 Packages o
- Project background - we know that visitors with different disabilities need different kinds of information. = sightseeing 0
£ Useful links - v Oslo Pass 0
= ® When you see this symbaol on our web site, it means that we have assessed B Tickets o
= t the premises andthat there is information about accessibility. We would like
: ) (_/\- to point out that our main focus has been on presenting information about Total: 0 NOK
Video blng__ il the actual conditions —we leave it up to you to find out which places meet
Accessibility at your requirements through the possibility of searching for crucial elements. _
attractions in Oslo To my booking ...
The search engine searches exclusively in the places we have assessed. In each
See videos below and read the presentatin!'! you can see when_ the assessm_enttuuk pla_ce..'ljick tl'!e ty'pe_ of disat_)ility' thatis
slog hers. relevant for you (multiple selections possible), and then tick what type of infarmation to ehlike F 13 e like this
search far. lke people like this.

Welcome to Oslo!

Accessible information on-line

Accessibility at publig

www.bournen

See video below and read the
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There are many blogs written by disabled
travellers, which could give you an opportunity to
provide information and advice (as long as you
clearly identify yourself and your business as the

source).

Example of a blog written by a wheelchair user
based in South East England. It was used by
VisitBrighton recently to promote accessible

holidays: @WheelTravelBlog

www.bournemoutit ac:uk

Promoting your accessible

Social
Media

Social media outlets
are valued for
providing advice and
help. You would
quickly lose all trust if
you just used them to
promote your

company.
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Rolling Rains Report

A. A nSubscribe
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BU

Home Blog Leader Profiles Case Studie Photos Travelogues

Welcome to the Rolling Rains Report

Trying times call for trying
something new!

People are asking, "Does i really have to be
this uncomfortable to travel?' .

The travel & hospitality industry is
sensing the spark of something new as
people answer, "No, and we plan todo
something about it."

Fresh thinkers are testing countless breakthrough ideas on accessible
travel. They are rubbing ingenuity against continuity to enkindle a new
flame.

adings About Eearc[‘]

US Access Board Releases

Proposed Guidelines for

(4]

Passenger Vessels
The Access Board has released for public
comment proposed guidelines for
passenger vessels. Developed under the
Arnericans with Disabilities Act(ADA), the
guidelines...

By Scott Rains |Comments (o)

Women's Stories: The Brilliant &
Resilient Photography Book
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Promoting accessible
business

Social
Media

Start by telling your story — use news, articles,
pictures and videos to share your journey and
aims with your customer. People like human
stories.

Be honest and direct

Build your community — respond to requests for
Information and start to build trust with your target
audience.

Create advocates promoting your story

Provide detailed floor plans, measurements and
accessible paths

Include a call to action — once people are engaged
with you then you can announce your latest
discount or new service.

www.bournemouth.ac

.uk
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Blogs, Facebook, Twitter,
Youtube, Pinterest, Instagram

Promoting Accessibility on
soclal media

Facebook is often used between friends.
However, many companies and
organisations have a Facebook page,
finding it a useful platform to receive
customer feedback and promote their

latest news.

CREATE COMMUNITY AND SHARE
RELEVANT CONTENT

Twitter is used by disabled travellers in
two ways. One is to follow key tweeters
(bloggers, magazines etc.) and obtain
relevant information. The second way is
to build up a following of like minded
people, share information, and when
necessary ask a question from your

community. Also #accessible

HAVE A PUBLIC CONVERSATION
AND ALSO DEAL WITH NOW

www.bournemouth.ac.uk
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Twecets >

Following
Followers
Favorites ] O e

Bournem¢q @tourismforaliuk

Umversw A charity supporting leisure and tourism ppportunities for all,
i warking with older and disabled people gndthe industry and
Tweet to Tourism for All UK government. Tweets from Cartie-Ann.

Kendal, Cumbria, UK - Tourismforall org.uk

(Ztourismforalluk

8,283 1,970 4,303 A~ W Follows

Photos and videos

Tweets

Touriem for All UK

Gigs "humiliate and isolate' d:sabled fans independent .co.ukfarts-
entertain... via @MDCTrailblazers £ZAccessibleLiveMusic
0 Mew summary

Who to follow - Refresh - ‘dew all #Jusfbyshopplngonhne
— Intel ITC &

@ W Follow Tourism for All UK alls ,
= A pleasure @OGGSYenue, always Inke to spread the word about
R | Oscar Hotal Kos : the great Zaccessibilty thqt our members havel

g Foll ; Mpha Mar'ketmg and ® ‘Jdew conwversation
=2.Y W Follow

Tounen*u for All UK tounsmtom
gweasyoulwe pic twitter com!GOh8?843sa

Tourism for Al UK  tcunsmtoraliuk 2k
— Save up 1o 30% on last second hl.lhle""b lastminute_com
giveasyoulive com/emailsi33860/s. .. raise £ for us at no extra cost

m Epikaira Online @epikaira
MW

www.bournemouth.ac.uk
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http://youtu.be/4odoSFf5gas e s
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Promoting your business

Disabled people tend to be enthusiastic

Mobile Media mobile phone users and while there are
_ few disability specific apps as yet, disabled
an d | ocation people are simply using many of the

mainstream ones in an inclusive way.

based services

The user is able to ‘check in” and For example, Foursquare is a geo satellite
share their visit with their social positioning app showing cafes, bars,
media following and users can restaurants, museums, hotels and

leave a comment on the attractions.

accessibility of a place. There is

not an accessibility category as Disabled people download apps for blogs,
: : L magazines and news sites, so if you can
yet, but even without it the site is get yourself published or listed by the
P UN likely to become well used by publishers of these sites then you will find

of | .
au{ disabled people. yourself on their apps too.
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Manhattan

Crowd-sourced community accessibility collected by your friends Search for your favorite business, restaurant or groc

and neighbors. You can get involved right now. Finid a:place not tec

New York

Bulls Ferry

Jacob's Ferry

f'(""‘;-;;l 4 <
B e e oy N
Central Park -

East Side

Astoria
£& & &

i Theater District & o 27 Map data ©2012 Google, Satbom -
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FOURSQUARE101  FOURSQUARE BADGELIST

Foursquare connected app helps fill a database of

acce331b111ty mfonnatlon for the disabled

For someone in a wheelchair, knowing
tairs at the

entrance or inaccessible bathrooms

in advance that a place has s

may make the difference between
deciding to go there and skipping it to
go somewhere else. There's an effort
underway to create a crowd-sourced
database of the accessibility features of
businesses to make it easier for
someone to learn if they have Braille
signs or handicap parking spaces, for
instance.

Foursgquare users can contribute to that
database each time they check in,
thanks to a Foursquare connected app

created by the Access Together project.

CONNECTED APPS

How is the accessibility at
Commonwealth?
[ Access Together

Nice check-in! You carned:

Ywhen you add the app, every time you check in

somewhere, you'll be asked to answer a few questions about the plat.e s accessibility features.

- J_-

Does it have accessible bathrooms? 1s there a lot of background noise? Is there an elevator to

move between floors? You don't need to he an

guestions.

expert on disahilities to answer most of the

SEARCH

Comments

Foursquare adds the ability to check in your
friends (with their permission)

Sunrise adds past Foursquare check-ins to your
calendar

Wallaby for iPhone turns 2.0; adds Foursquare
integration and more

Let Thrillist help make tomorrow the Best Day of
Your Life and earn yourself a Foursquare badge
inthe process

Foursquare’s post check-in advertising spotted in
the wild

S AT /N T ITTM
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Traveling With Disabilities Forum
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UniverSitY g Mecessibility Checklist fea Hetel Accommodation e 99 Jusu 2013

o

Topic Replies Last post

Mum. teen . autism & anxiety - Nice lecations? . 13 Jume 2013

knee replacement & alrpest securlry 1ess
510 e
Tiavching with scootois on Hights . 22 3ume 2813

Yom Desabls Badgs - 21 Jusw 2013

- - - -

loaking tor a wheelchair friendly hetel in Ihailand? - 21 Juse 2913

Ardcic In Mall on Sunday . 1T JunC 2813

rm

becthiic ad;usl sble beds paoliling bedsi Jusss 2013

= oy W -

Villa holiday help pheass . 16 Juse 2813
Ad rl- ase first tane abroad with disabled hushand.

Help! What are my righss In public places In the USE? . 182use 2013
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WHAT IS AUGMENTED REALITY

Augmented Reality
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POTENTIAL OF AR FOR TOURISM

Interested in
surroundings

Information
attached to PLACE

Time-pressured
Information
within FIELD-OF-
VIEW

Unfamiliar environment

Information
In CONTEXT

Augmented Reality

34



15 mins ago

It's been a hard day's night but I've finally finished the
big document for work. Now off to the local cafe for a
relaxing lunch.

Movies: Star Wars, LOTR,

v ; ﬁ 4 Tocontacts
v : ‘
e ¥ - ‘

Justine Keletso eaica G = TOWATCHLIST

Thompson Tshune Aaron Brown

Future of Social Networking with Augmented Reality

Concept investigation by Matthew Buckland (matthewbuckland.com) and Philip Langley (@royalalien) of 20fourlabs.com
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CONTEXT-AWARE AR FOR

TOURISM
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Conclusion

v The disability/aging population market
IS considerable with a significant spending
power

v'The fundamental requirement of this
market is accessibility in terms of built
environment but more importantly with
regards to information

v'To address these requirement both
demand and supply need to have a better
understanding of each others priorities
and constraints and work together

v'Like any other matchmaking it needs to
work for both sides

v'a system is needed, designed to allow
Interoperability amongst different industry
players and integrate and distribute
relevant content in an accessible manner,
enabling personalised service provision

37
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U Stay In touch with Dimitrios

Professor Buhalis Dimitrios WWW.BUHALIS.COM

Director, eTourism Lab
International Centre for Tourism and Hospitality Research (ICTHR)
School of Tourism, Bournemouth University, Poole,BH12 5BB, UK

Tel: +44 1202 961517
Email: dbuhalis@bournemouth.ac.uk

http://www.bournemouth.ac.uk/services-management/

http://www.bournemouth.ac.uk/icthr/ and
http://www.bournemouth.ac.uk/icthr/about us.pdf

Dimitrios Blog: http://buhalis.blogspot.com/
Live spaces: http://buhalid.spaces.live.com/
Facebook: http://www.facebook.com/buhalis

© Twitter: http://twitter.com/buhalid

YouTube: http://www.youtube.com/buhalid
Academia http://bournemouth.academia.edu/DimitriosBuhalis
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