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· The main role of UNWTO in terms of implementation of the UN Convention on the Rights of Persons with Disability of 2007 refers to Article 30, inviting all states to provide access to infrastructures and services related to tourism, leisure and sports by persons with disabilities. 
· Nearly one billion people (15% of the world population) suffer some kind of disability and they face serious impediments to travel, thus leaving untapped their potential in the tourism market. This is further aggravated by a low level of political, economic, social and cultural inclusion of persons with disabilities, especially in developing countries. 
· As a consequence, the tourism sector is yet to integrate universal accessibility systematically in its offer. Moreover, there is a substantial lack of information on accessible products and services and a lack of knowledge of the tourism professionals on how to cater to customers with disabilities.
· The given situation results in low satisfaction rates of these customers which can only be improved by consistent and well-coordinated policies, strategies, research, innovation and business development, in close collaboration with Disabled People Organizations (DPOs).
· The policy framework needs to include a comprehensive mainstreaming and accountability approach regarding accessibility, while reinforcing legislation and regulatory system of standards and norms which tend to be different from country to country, even between different regions within the same state. 

· Accessible tourism cannot really happen before the physical and mental barriers have been removed. This process needs to be accompanied by specific awareness-raising, training and capacity-building programs. 
· However, the most significant challenge, that can really make a difference, is to convince the political decision makers and business sector stakeholders that accessible tourism is not only about human rights but also about new opportunities, since it benefits not only certain groups of population, but the entire tourism sector and the society as a whole. 
· Although many challenges still remain to be tackled by the tourism sector, there have been remarkably positive developments in the last years. One of the main objectives of the forthcoming UNWTO Manual on Accessible Tourism, which will be published in the second semester of 2013 as a result of a joint work with different DPO partners, is to highlight and promote good practices of accessible tourism.   
· addressed to governments and the private sector, through our Member States and Affiliate Members, are twofold: a) encouraging the implementation of the UN Convention and relevant UNWTO resolutions and recommendations, and b)  motivating the parties to implement concrete actions by replicating good practices which have proven successful in destinations. 

· Good practices compiled thus far by UNWTO have shown that the most representative cases are usually registered in mature destinations with consolidated social inclusion policies in place. However, there is an increased activity in emerging destinations wishing to adapt to the changing market in the backdrop of  a growing number of visitors and vibrant socio-economic changes. 

· On behalf of UNWTO, I would like to present the following examples to highlight the key factors that stimulated, enabled or hindered concrete achievements, which should in turn be reflected in public policies regarding accessible tourism and business operations.

· They focus on different types of tourism destinations or services – a national park, a network of historic cities, a travel agency, a hotel chain and a public park, which obviously required different actions for making their infrastructures and services more accessible. 

· Example No1: The Iguazu Waterfalls in Argentina form part of the trans-frontier National Park of Iguazu between Argentina and Brazil, which was inscribed on the UNESCO World Heritage List in 1984. Since mid-1990s, the park has been managed by a private company entrusted with the introduction of specific infrastructures and staff training targeting visitors with disabilities, in close cooperation with DPOs. After eliminating architectural barriers within the area of the waterfalls and adapting the ecological train, all visitors, including persons with disability, were provided with safety and comfort. In addition, the Park features a number of services free of charge, such as: a) small motorized carts upon request; b) wheelchairs at each train station; c) prams for small children; d) signposting in Braille in (Spanish/English); e) availability of sign language interpreters; f) adapted toilets, telephone cabins, visitors’ center, etc. All staff, including seasonal workers, receive training on how to attend to customers with disabilities or special needs, which are estimated at 40% (incl. children under six and senior travellers). 
The accessibility action plan in the National Park follows three main principles: 
· Physical Integration: to enable persons with disabilities approach or transit any cultural or natural space,
· Functional Integration: ensure that any person has access to any service, and
· Social Integration: making use of the services and attractions through cooperation of all the stakeholders.
· Example No2: League of Historical and Accessible Cities (LHAC) is a pilot project, launched in 2010 through the European Foundation Centre, centered on the improvement of accessibility to historical cities in conjunction with the promotion of sustainable tourism development and the protection of the cultural heritage. The project is funded by a diverse group of foundations in different countries around Europe in collaboration with local authorities, DPOs, architects and experts in urban planning. Some of the cities involved include Lucca, (Italy), Mulhouse, (France) and Avila, (Spain), in which the following actions have been implemented:
· An accessible tourist route approximately one kilometer in length, facilitating persons with disabilities to visit historical buildings, museums, parks, restaurants, shops, hotels and other tourist attractions. 
· Training courses for staff involved; and
· Innovative technological tools including a smart cane, audio tours, cyber passes, touch maps, depending on the destination. 
The greatest challenge was converting mediaeval monuments into accessible attractions, without compromising the architecture and world heritage value.
· Example No3: Scandic Hotels is a hotel chain principally operating in ten Nordic and Central European countries, which has been recognised for its ambitious programme of sustainability and accessibility. Scandic implemented a highly intelligent scheme of services to satisfy the requirements of persons with disabilities. 
Their approach centers on a philosophy that each disability is different and therefore should be treated as such. The following activities are particularly worthy of note:  

·  Creation and introduction of accessibility standards common to all hotels consisting of 110 points which must be met at all times.
·  Training of the hotel staff in customer service of those with disabilities and special needs. 
·  All information related to accessibility is made available in a clear and appealing format on their website, including a leaflet addressed to customers with disabilities
·  All work related to accessibility is clearly incorporated into the general budget of the hotel, highlighting how it is given equal importance as to other factors; and 

·  Annual revision of accessibility standards and the quality of the hotel staff training.

Scandic Hotels’ range of accessibility services have shown positive results in terms of occupancy and profits made, encouraging the hotel chain to continue providing such amenities to persons with disabilities. 

Example No 4: Travel 2000 (Viajes 2000) is a travel agency which has been operating for more than 35 years as part of the Spanish ONCE Business Corporation, one of the major organizations for social and economic inclusion of people with disabilities in Europe, originally established in 1938 as the Spanish National Organization of the Blind. Through its programme “Accessible Travel”, this travel agency provides an international booking portal displaying previously verified information on accessible accommodation and transportation, tourism products and itineraries, cultural offers and leisure, and rent-a-car services, catering for different types of disability and special needs. It boasts the first webpage for managing bookings in a completely autonomous way by visually impaired people and persons unable to use computer mouse. Travel 2000 is also the official travel agency for the Paralympics and the Spanish National Wheelchair Basketball League. 15% of the staff comprise of persons with disabilities. 
The following services offered by Travel 2000 provide an added value to the customers: 
· Regular communication with supervisors in charge of groups of travellers to address any shortcoming during the stay. 
· Guarantee of disabled-friendly accommodation providing adapted facilities and fair prices

· Direct assistance on group departures/arrivals at train stations and airports

· Destination planning in close collaboration with DPOs 

· Quality control through questionnaires; and

· 24 hour emergency telephone service 
Example No5: Luisenpark in Mannheim, Germany was built at the beginning of the twentieth century as a municipal park stretching across 41 hectares of which the majority has been adapted to be accessible to visitors with disabilities. Transport to and from the park is made easily accessible by use of a tramline which stops near the park entrance. The park offers clear signposts and an easy to use map marking visibly the attractions and services which are adapted for persons with disabilities including parking and toilets. The majority of the park’s paths and walkways have been adapted to the requirements of visitors with disabilities with the implementation of ramps designed to make it a risk-free zone. Moreover, in places where steps cannot be avoided due to architectural complications, alternative routes have been clearly signposted, making good use of the International Symbol of Access (ISA). Luisenpark offers a vast range of activities and attractions, which are ideally suited to visitors with disabilities, such as: a) a farm with household animals, particularly suitable for children with cognitive disabilities b) a Sensarium which awakens one’s sense of touch, and is supplemented by a guide to orientation in Braille, and c) Oasis Sound, an area filled with hidden sources of natural sound amongst the trees and surroundings, designed for persons with visual disabilities. Luisenpark prides itself on being a creative and interactive park, which has evidently been designed and adapted for persons with disabilities in mind. 
