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“In the development and implementation of legislation and policies to implement the present Convention, and in other decision-making processes concerning issues relating to persons with disabilities, States Parties shall closely consult with and actively involve persons with disabilities, including children with disabilities, through their representative organizations.”

Article 4, paragraph 3 of the Convention of the Rights of Persons with Disabilities
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1. Foreword

Nowadays persons with disabilities experience major obstacles to access mainstream transport and tourism services, although this is a basic right which disabled people should be able to exercise to the same extent as their non-disabled peers.

Being able to travel and access tourist activities is a human right for people with disabilities. To be denied this right goes against the principles of equal opportunities and non-discrimination. As enshrined within Article 9 of the UN Convention on the Rights of People with Disabilities, which was signed and is in the process of ratification by the European communities and its Member States. States Parties committed to “take appropriate measures to ensure to persons with disabilities access, on an equal basis with others, to transportation, and facilities and services open or provided to the public.”
 Developing accessibility of transport and tourism services is necessary in order to achieve an inclusive society, where people with disabilities and their families and/or friends can enjoy tourist activities together. Accessible services would also benefit other groups, i.e. older people, families with children, travellers with heavy luggage, and all their travel companions, etc.

Inaccessible transport and tourism services also represent a barrier to freedom of movement, which is one of the fundamental principles of the EU. Every citizen, being disabled or not, should be able to benefit from the successes of the European Union (EU) construction.

Moreover, accessibility of transport and tourism services is of economic importance for the EU. As reaffirmed in the AFNOR Study (page 2), the European ageing population, who has accessibility requirements, will strongly widen the market for accessible services.
In this document, EDF will focus on accessibility of tourism services. The issue of standardisation to transport services is partly different and there is a need to treat these two policy fields differently. Legislation at European level on access to transport services
 already exists and further proposals for legislation are in preparation.
 This is a very positive development and standardisation will be an essential element of this legal framework.

However, it has to be recognised that there are commonalities and overlaps between tourism services and transport services. These overlaps have to be identified. As an example, in order to arrive at your tourism destination, you need to use any kind of transport. If the whole accessibility chain is to be complete, it is necessary to make sure that tourists with disabilities or reduced mobility will enjoy a seamless travel experience. Problems occurring during the transport to the tourism destination can literally mean the end of holidays for a person with a disability.  

With regard to tourism services, the EU’s competences are limited and required unanimity at the Council of Ministers. So, standards can partly be a solution to this lack of possibilities to obtain legal instruments in the area of tourism services. Therefore, EDF supports standards promoting accessibility to tourism services as a complement to legislation.

In this respect, EDF broadly welcomes the AFNOR feasibility study concerning accessibility to tourism services for disabled people, but would like to underline some crucial elements for people with disabilities to ensure that their perspective is adequately covered. In particular, EDF would like to discuss the following issues:

· The terminology

· The accessibility of transport and tourism services

· The accessibility and reliability of information

· The disabled users participation in standardisation

· The ENAT proposal of a CWA on accessibility for people with disabilities to transport and tourism services

2. Terminology

EDF considers that the developments of terminology and classification standards are necessary in these areas as a pre-requisite for any future initiative on access to transport and tourism services. Clarifying the definition of disability on one hand, and of accessibility to transport and tourism services on the other, is crucial.

Basing all standardisation initiatives on the social model of disability and human rights approach

EDF underlines the importance of basing all standardisation initiatives on the social model of disability and on a human rights approach.
Until very recently, the definition of disability was determined with a medical approach. This approach was largely based on compassion and charity towards disabled people, who should be “cured” in order to fit in society. Since its establishment, EDF has worked actively to overcome the medical model and to spread a notion of disability based on a social approach. While the medical model is based on the persons’ “impairment” and “lack of ability”, the social model shifts the focus onto “disability” arising from environmental barriers. Disability is therefore understood as the result of the interaction between the individual impairment and the barriers created by society, be it social, environmental or attitudinal. While the medical model puts the emphasis on the person, the social model concentrates on the social responsibility to include and accommodate the needs of all persons, including those with disabilities. According to EDF, disability relates to people that currently have a disability, had a disability in the past, may have a disability in the future, or are associated with a person with a disability.

In this regard, the wording ‘handicap’ or ‘handicapped people’ is not appropriate as it refers to the medical model of disability and is very negative. Instead, the terms ‘disability’ and ‘persons with disabilities or disabled people’ should be used.  A person with a disability has just different needs, such as accessibility requirements.
Definitions of accessible transport and tourism services

In the AFNOR study, the definitions of accessibility on one hand, and transport and tourism services on the other are quite vague and need further clarification.

A holistic approach to accessibility should be developed: as regards the transport and tourism area, not only accessibility of transport and tourism services but also accessibility of information provided should be considered. EDF thinks that we should aim at the creation of a seamless chain: a person with a disability should be able to travel from door to door, without encountering any accessibility problems. 

Moreover, although they might overlap, transport and tourism services being two different kinds of services should be clearly defined and separately addressed. It is also important to underline that the definition of tourism services should incorporate a reference to participation to common activities. For instance, in a holiday resort, accessibility of the swimming pool, concert hall or bars should be taken care of.

Taking into account these terminological problems, EDF agrees with the importance of organising campaigns to raise awareness about the meaning of disability and accessibility for people with disabilities (recommendation b, p. 51). Such campaigns should target a large public and industries so that they can understand the needs of people with disabilities and what is the meaning of inclusive society.

3. Accessibility of transport and tourism services

There is a clear lack of accessible transport and tourism services in the European Union, and therefore customers with disabilities have limited confidence in the information provided.

By accessibility of transport and tourism services, EDF means access to transport and tourism services by the widest possible number of people, whether they have a disability or not, according to the concept of design for all
. However, persons with disabilities, who are a very heterogeneous group, may still need in some cases specialist services, development of which should be encouraged as well.
Criteria for accessible transport and tourism services

EDF believes that it is essential that all services provided respect the fundamental principles of design for all. Currently each Member State defines its own way of implementing the concept of ‘tourism for all’, as well as policy initiatives associated with it. The need for accessibility to tourist sites should ideally be tackled through legislation complemented with standards. Regarding tourism services, there is a need to ensure that persons with disabilities can use the same services as other persons. However, some aspects of a service, such as establishing complaints and redress procedures and ensuring safety, need to be guaranteed through mandatory legislation whenever possible within the EU legal competences. As an example, hotels do rarely provide with accessible information about the safety procedures in case of emergency evacuations. Standards are of course essential when identifying solutions, but they do not make the whole difference. Standards can never satisfy the need for non-discrimination legislation of which accessibility must be a part. Standards can be a way to propose solutions on how to put legislation in practice. It is also relevant to underline that, due to lack of referent standards, tourism services providers may undertake accessible arrangements, which revels themselves inaccessible or unusable by customers with disabilities. Neither customers nor services providers benefit from such a situation.

As regards the development of accessibility-related standards, EDF recommends to use the CEN-CENELEC Guide 6 – Guidelines for standards developers to address the needs of older persons and persons with disabilities
 and to take into account the outcomes of the CEN-CENELEC working group ‘accessibility for all’.

Safety of services for all individuals, including people with disabilities

It is absolutely essential that all safety requirements guarantee as far as possible the safety of all individuals, including persons with disabilities and consequently persons with reduced mobility (i.e. older persons, children, etc). It rarely figures on accessibility agenda. Safety procedures must therefore fully respond to the specific needs of persons with disabilities and this must be considered in any standardisation work undertaken.

For instance, safety services could be one of the best choices p. 49.
Training and competences for assistance and care services: EDF favourable to a EU standardised training programme

There is a clear need for disability awareness and disability equality training of the personnel working in the tourism sector, including staff of travel agencies to take into account accessibility needs right from the booking. There is also a need for clear standards defining what such training should include. The EC Regulation 1107/2006 on the rights of persons with disabilities and persons with reduced mobility when travelling by air requires that all personnel dealing directly with the travelling public at airports and airlines must undergo comprehensive training on disability awareness and disability equality. Moreover, all personnel should receive targeted training adapted to their specific job function, in order to make sure that their services and procedures are non-discriminatory and responding to the needs of consumers with disabilities or reduced mobility. However, at EU level there is no harmonised training programme, including first and refresher trainings, for the personnel working in the air sector. This may lead to different quality levels of assistance provision by both airlines and airports. Therefore EDF supports the adoption of a standardised training programme on disability awareness and disability equality, which could also be used for all personnel working in the tourism area. A welcoming and understanding attitude towards clients with disabilities is also a very important factor if we are to ensure an inclusive tourism sector. 

Exchange of good practices in the EU

There are already various initiatives taken at European level to gather and promote best practices in transport and tourism services. EDF does not see at the moment the added value of developing further guidelines. In the contrary, it is important to keep in mind that there is a need for an independent assessment regarding examples that could be flagged as “best practice”. Who is entitled to decide which example is really a good one? Something that is appropriate for a wheelchair user might be completely useless for a blind person! The way forward according to EDF is to develop European legislation requiring accessible, inclusive tourism and transport services, supported by formal standards.

Complaints and redress procedures

Accessibility requirement must be guaranteed in all parts of a service, including, but not limited to, the complaints and redress procedures. Currently, the lack of accessible information about how to submit complaints (if a procedure for receiving complaints exists at all) is the general rule and complaints forms as well as customer satisfaction forms are rarely available in accessible formats for persons with different disabilities.  It is essential that there is a definition of the quality of tourism services and that quality standards are made available to tourists. This will make it easier for consumers to achieve the enjoyment of their rights in case the service does not comply with the established quality standards. Complaints and redress procedures should therefore be a part of a more general standard on accessibility to tourism services.

4. Accessibility and reliability of information

Information provision on accessible services and facilities

At present there is a severe lack of information on tourism services in accessible formats (Braille, large print, easy-to-read, audio, websites respecting WAI guidelines, etc). All information provided to users must be available in accessible formats on request. There might be a need to standardise the information provision on all services, not only on tourism and transport services.

In addition to this, there is an urgent need to make sure that all information provided is reliable. Too often, tourism service providers use the accessibility labels inappropriately as marketing tools. Until a European accessibility label is established, disabled people will hardly trust the existing information and therefore they will not travel with confidence.
Accessibility: EDF favourable to a European standard on accessibility symbols

EDF is asking for a European standard on accessibility symbols. However, these accessibility symbol standards will only have real value if there are clear rules on how and when to use the accessibility symbols and if the standards are correctly implemented. This means that there must be an independent expert evaluator who states whether a certain tourist site should be allowed to use those symbols in its advertisements. If reliable information concerning the accessibility of a particular tourist site is available, more persons with disabilities will feel confident to travel and to enjoy tourism.

5. User representation in standardisation

It is also crucial that the voice of consumers, and in particular persons with disabilities and persons with reduced mobility, is heard in the standardisation committees drafting these accessibility standards. Organisations representing persons with disabilities have the expertise on their needs and on how to meet them. Therefore it is essential that they play an active role when standards are drawn up.

6. ENAT proposal of a CWA on accessibility for people with disabilities to transport and tourism services: EDF favourable to a European standard

EDF is favourable to standardisation on tourism services to a certain extent, in particular as a means of progressing towards accessible tourism in the EU. Standardisation might be one of the solutions to move forward in this field, as the EU has limited legal competences in this field.

EDF welcomes ENAT proposal of a CEN workshop agreement (CWA) in the field of accessible tourism services. But we consider that a European standard on transport and tourism accessibility would be a better tool to achieve accessible tourism than a CWA. In fact, there is no ‘standstill clause’ as it is the case for European standards, which means that national standards in the same field would still be valid even if they conflict with the CWA content. This would of course make harmonisation of the quality levels of these services more difficult across the EU. Moreover, the agreement is not subject to approval by Member States and it does not have to be published at national level which might cause fragmentation. EDF is of the opinion  that as broad consensus is required for a CWA, there is a risk that the content of  the document might be  watered down making it too general to be of any use to all relevant stakeholders.

7. Appendix – About EDF and Contact Details

About EDF

The European Disability Forum (EDF) is the European umbrella organisation representing the interests of 50 million disabled citizens in Europe. EDF membership includes national umbrella organisations of disabled people from all European Union/European Economic Area (EU/EEA) countries, accession countries and other European countries, as well as European NGOs representing the different types of disabilities. The mission of EDF is to ensure disabled people full access to fundamental and human rights through their active involvement in policy development and implementation in Europe.

Contact person at EDF Secretariat

Maria Nyman, Policy Officer in charge of transport and tourism

Tel: +32 (0)2 286 51 84

Email: maria.nyman@edf-feph.org 

Nadège Riche, Policy Officer in charge of standardisation

Tel: +32 (0)2 282 46 05 

E-mail: nadege.riche@edf-feph.org
More information about EDF is available on the EDF homepage at: www.edf-feph.org. Should you have any problems in accessing the documentation, please contact the EDF Secretariat (Tel: +32 (0)2 282 46 00: Email: secretariat@edf-feph.org).

� � HYPERLINK "http://www.un.org/disabilities/default.asp?id=259" ��United-Nations Convention on the Rights of People with Disabilities�


� Among others: � HYPERLINK "http://eur-lex.europa.eu/LexUriServ/LexUriServ.do?uri=OJ:L:2006:204:0001:01:EN:HTML" ��Regulation 1107/2006 on the rights of persons with disabilities when travelling by air�; � HYPERLINK "http://eur-lex.europa.eu/LexUriServ/LexUriServ.do?uri=CELEX:32004R0261:EN:HTML" �� Regulation 261/2004 on compensation in the event if denied boarding, delays and cancellations of flights�; � HYPERLINK "http://eur-lex.europa.eu/LexUriServ/LexUriServ.do?uri=OJ:L:2007:315:0014:01:EN:HTML" ��Regulation 1371/2007 on the rights of rail passengers and several instruments on physical access to transport�. 


� Two proposals of � HYPERLINK "http://eur-lex.europa.eu/LexUriServ/LexUriServ.do?uri=CELEX:52008PC0816:EN:HTML" ��Regulation on the rights of maritime passengers� and of � HYPERLINK "http://eur-lex.europa.eu/LexUriServ/LexUriServ.do?uri=CELEX:52008PC0817:EN:HTML" ��Regulation on the rights of coach passengers� were presented by the EC in December 2008 and are currently discussed by the EP and Council.


� The concept of design for all is based on 7 principles: Equitable use; Flexibility in use; Simple and intuitive use; Perceptible information; Tolerance for error; Low physical effort; Size and space for approach and use. More information on � HYPERLINK "http://www.edf-feph.org/Page.asp?docid=13390&langue=EN" ��EDF website�.


� You can download � HYPERLINK "http://www.cen.eu/boss/supporting/reference+documents/cclcgd006.pdf" ��the CEN-CENELEC Guide 6 on CEN website�.
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