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EXECUTIVE SUMMARY

5™ National Nican Conference

Out of the Blue: Valuing the Disability Market in Tourism
Perth, Western Australia

20-22 September 2004

Tourism is an important aspect of the recreational lifestyle of all Australians and yet, even
in a society that has made many advances in disassembling barriers, there remains both
physical and attitudinal resistance to participation and many people with disabilities are
excluded from tourism opportunities.

The 2004 Nican Conference — Out of the Blue: Valuing the Disability Market in Tourism —
attracted 110 people from all over Australia and overseas. All conference delegates were
active advocates for accessible tourism from within the community, government and
corporate sectors. Most importantly, thanks to generous funding from Lotterywest, people
with disabilities were well represented.

Over the three-day conference, Accessible tourism is an untapped,
successes, shortcomings, issues, growth market.
and recommendations were

« There are over a bilion people with
- o I disabilities worldwide and 10% of those
between participants, bringing a (101 million) earn equal to or above the

sectors  into  the  discussion. average weekly wage of their country (Mark
Conference  delegates  included Bagshaw, IBM Australia)

tourism association members,
tourism operators, disability service
providers, academics,
representatives from government
agencies, individuals with a disability « The Australian accessible tourism industry
and their families. is estimated to be currently worth AUS$1.5
billion (Bruce Cameron)

discussed and debated among and

« The US accessible tourism market is
currently worth US$13.5 billion (Bruce
Cameron, Principal, Easy Access Australia)

The final day focused on the way « The disposable income of people with

forward, outlining key issues, making disabilities in Australia is AUS$26 billion per
recommendaﬂons and |dent|f)_/|ng annum (Anne O’Brien, Independent Living
those responsible for  action. Centre)

Recommendations focused on
improving information quality and
dissemination, provision of
welcoming facilities and services,
encouraging market research and
building “accessible pathways”.

« On average, people with disabilities spend
eight (8) nights away from home (longer
than other travellers) and travel with 3.4
people (Graeme Innes, HREOC).

The message from participants was clear — there is an urgent need to recognise the
viability of the accessible tourism industry. At present, service provision is fragmented
and lacks universality, and information is unreliable and inaccurate. As a result, access is
not assured and the overall tourism experience for people with disabilities lags far behind
that provided to other segments of the population. Recommendations from this
conference will set the agenda for the foreseeable future, helping Australia and its states
further develop a sustainable, capable, accessible and highly reputable tourism industry.
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Key imperatives for change

In a recent survey of Disability, Ageing and Carers conducted by the Australian Bureau of
Statistics, one in five people reported having a disability (ABS 4430.0, 2003).

In a 1998 survey of the Australian travelling public, 11% of respondents identified
themselves as having a disability or long-term health problem and reported they had been
on holiday in the past month (cited in Darcy 2000, p. 159). One in ten holiday—makers
represents a significant share of the overall tourism market — and it is feasible that more
people with disabilities would travel regularly if accessible facilities and services were
commonplace.

With these findings in mind, financial, human rights and legal imperatives demand the
adoption of accessible tourism principles and practices to benefit the whole community.

The Tourism White Paper Implementation Plan 2004 prepared by the Australian
Government Department of Industry, Tourism and Resources identifies six key areas that
require action to ensure we are able “to capture, maintain and grow Australia’s future
international and domestic tourism market”. Key strategy areas are:

« Building Reputation (BR)

. Enhancing Research and Statistics (ERS)
« Encouraging Sustainability (ES)

« Lifting Capability (LC)

« Improving Access (IA)

« Increasing Collaboration (IC)

Specific strategies to “capture, maintain and grow” the accessible tourism market are not
included in the Implementation Plan. In this report, the links between conference
recommendations and specific White Paper strategies are identified by strategy initials
(i.e. BR represents Building Reputation) placed after each recommendation. This is done
to emphasize that accessible tourism is a legitimate tourism market that must be
integrated and developed using the same mechanisms used for building other segments
of this strong and vibrant industry. The magnitude of the accessible tourism market
makes it part of the mainstream — and as with all markets, has unique characteristics that
must be understood before it can be effectively developed and promoted.

Conference recommendations:

= Actively promote the value of the accessible tourism market to tourism industry to
develop support for accessible tourism principles and practices (ES)

« Encourage people with disabilities to become actively involved in advocating for
improved services including appraising tourism facilities, conducting access
surveys and becoming directly involved in industry training (BR/ES/LC/IC)
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Information quality and dissemination

Improve access to information by assisting government and community
organisations to develop quality accessible tourism resources (BR/LC)

Foster exchange and networking re experiences and practices between
intergovernmental agencies (IC)

Expand the Australian Tourism Data Warehouse to include comprehensive
information relating to accessible tourism (BR/IA)

Improve ease of discovery and access to regularly updated information and fact
sheets (including “Travel in Australia for People with Disabilities”) available at
Tourism Australia’s website (I1A)

Provision of facilities and service

Mandate universal design concepts in the development of new tourist facilities
and provide incentives for tourism operators to provide accessible holiday
destinations (LC/IA)

Ensure National Tourism Accreditation System includes standards relating to
accessible tourism that go beyond physical access, including training related to
attitudes and quality service for all sectors of the tourism market (ES/IA)

Improve staff training and education to include attitude, knowledge and skill
development required to relate appropriately to people with disabilities (LC)

Include people with disabilities and related service provider organisations in the
development, promotion and monitoring of accessible tourism (LC)

Market research

Extend mandate of Tourism Cooperative Research Council (CRC) to include
accessible tourism (ERS)

Encourage research specific to the accessible tourism market through
established higher education programs (ERS/LC) and research scholarships

Compile completed research into a single resource and actively promote to
tourism associations and tourism industry (BR/ES)

Building accessible pathways

Promote programs such as the “Beyond Compliance” program and provide
further incentives for tourism operators to participate and ensure Australia can be
actively promoted as an accessible tourism destination (BR)

Provide incentives for local government and tourism associations in regional
areas to provide accessible facilities and implement accessible tourism practices
(LC)

Provide incentives to government, corporate and community organisations, and
private tourism providers to work collaboratively to link and combine accessible
pathways (IC)
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The way forward

The Nican conference was successful in bringing together people with disabilities, and the
disability and tourism sectors to focus on the rapidly increasing need for more accessible
tourism opportunities.

If positive outcomes are to be generated for accessible tourism in Australia, all sectors
involved in providing facilities and services for people with disabilities will need to make a
proactive commitment to finding the way forward.

The networks established at the conference, as well as the recommendations in this
report, provide a solid foundation for future initiatives. Steps that can be taken include:

Government sector
« Heeding the financial, human rights and legal imperatives identified by
conference delegates
. Taking a leadership role in bringing together key local, regional and national
stakeholders to address accessible tourism issues
« Providing incentives to assist in the implementation of conference
recommendations

Tourism sector
« Re-evaluating the size of the accessible tourism market
. Developing effective responses and strategies to capture this market
« Cooperating with government and disability sectors to maximise accessible
tourism opportunities and realise the potential of this rapidly expanding market

Disability sector

. Continuing to actively demand that the rights of all people with disabilities be
recognised

« Continuing to encourage people with disabilities to travel and support
accessible tourism opportunities

« Working in partnership with government and tourism sectors to ensure people
with disabilities, their families and carers, have equitable access to tourism
opportunities

University/research sector
. Embarking on quality research and dissemination of information regarding the
potential value of this market
« Advocating for the Tourism Cooperative Research Council (CRC) to include
accessible tourism in its current research agenda

Accessible tourism in Australia will only become a mainstream reality with
demonstrated commitment and support from all concerned. We must work
together to maximise the potential of our accessible tourism industry.
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BACKGROUND

The Australian Government, Department of Industry, Tourism and Resources White
Paper (2004) calls on all stakeholders to “capture, maintain and grow Australia’s future
international and domestic tourism market” (p.vi).

Western Australia’s vision is to develop an international reputation as Australia’s best-
equipped and most hospitable accessible tourism destination for business and leisure
tourists with a disability (Perth Convention Bureau, 2004).

Out of the Blue: Valuing the Disability Market in Tourism, the 5™ National Nican
Conference, advanced both of these visions by bringing together policy makers,
academics, tourism providers and most importantly, the actual market — people with
disabilities.

Tourism is an important aspect of the recreational lifestyle of all Australians and yet,
even in a society that has made many advances in disassembling barriers, there
remains both physical and attitudinal resistance. This conference addressed many of
the issues identified as barriers to total participation in tourism for people with a
disability.

In opening the conference, Sheila McHale, WA Minister for Community Development;
Women'’s Interests; Seniors and Youth; Disability Services; Culture and Arts, identified
the significant place that people with disabilities, their families and carers hold within
our community. She recognised the connection between ageing and increasing
numbers of people with disabilities. Ms McHale identified one of her goals, as Minister
for Disability Services, is to see Perth become the most accessible city in Australia and
Western Australia, the most accessible state.

During her speech, the Minister announced, “The Disability Services Commission and
Tourism Western Australia have recently formed a joint Accessible Tourism Reference
Group to advise on future initiatives”.

Over the three-day conference, successes, shortcomings, issues, and
recommendations were addressed, discussed and debated among and between
participants, bringing all sectors into the discussion. The final day focused on the way
forward, outlining key issues, making recommendations and identifying those
responsible for action.

Bob Kucera, WA Minister for Tourism; Small Business; Sport and Recreation; Peel and
the South West, closed the conference on the final day. Mr Kucera encouraged
tourism operators to recognise the importance of the accessible tourism market and
work with the disability sector to ensure Western Australia becomes the nation’s
leading destination for people with disabilities.

The message from participants was clear — there is an urgent need to recognise the
viability of the accessible tourism industry. At present, service provision is fragmented
and lacks universality, and information is unreliable and inaccurate. As a result, access
is not assured and the overall tourism experience for people with disabilities lags far
behind that provided to other segments of the population. Recommendations from this



conference will set the agenda for the foreseeable future, helping Australia and its
states further develop a sustainable, capable, accessible and highly reputable tourism
industry.

This report provides an overview of the conference and summarizes the key issues
identified and recommendations made. Presentation of the report has been organised
as follows:

. Conference Overview

« Key Imperatives for Change

. Developing Accessible Tourism
« Identifying Current Issues

. Conference Recommendations

Conference recommendations are linked to the six key strategies named in the
Australian Government Tourism White Paper Implementation Plan. This is done to
emphasize that accessible tourism is a legitimate tourism market that must be
integrated and developed using the same mechanisms used for building other
segments of this strong and vibrant industry. The magnitude of the accessible tourism
market makes it part of the mainstream — and as with all markets, has unique
characteristics that must be understood before it can be effectively developed and
promoted.

Throughout the report, examples of best practice are included to illustrate what is
possible. Negative examples serve to demonstrate the need for change.
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CONFERENCE OVERVIEW

More than 110 participants from a wide variety of backgrounds attended the three-day
conference. Tourism association members, tourism operators, disability service
providers, academics, representatives from government agencies, individuals with a
disability and their families all came together to discuss a myriad of issues relating to
accessible tourism.

Several high profile keynote speakers set the tone for the conference. The first two
keynote speakers focused on human rights and individual responsibility. Mark
Bagshaw (Manager IBM Australia and NZ Accessibility Centre) outlined a three-
pronged vision — empowerment of the individual, provision of infrastructure and a
change in social expectations — to ensure that people with disabilities are able to
exercise both their rights and their responsibilities. Graeme Innes (Deputy Disability
Discrimination Commissioner with the Australian Human Rights and Equal
Opportunities Commission) stressed the rights of all people to fair and equitable
opportunity and highlighted the power of individual voices through use of the Disability
Discrimination Act.

The next three keynote speakers provided positive examples of achievement and
talked about opportunities to further develop accessible tourism. Justin Lunn
(Operator, All Wheel Adventures) demonstrated what is possible through innovation
and ingenuity. Scott Raines (Center for Cultural Studies, UCLA) gave an example of
positive inclusive tourism in action and Peter Rice (Principal, Access Management
Group Australia) encouraged collaboration, partnership and action.

The first day’s proceedings included the launch by Minister for Disability Services,
Sheila McHale of a new publication called “GuestAbility — Signposts to accommodating
people of all ages and abilities” (ILC, 2004). This resource was developed by Ann
O’Brien and Anita Harrop from the WA Independent Living Centre and provides
examples, photographs and practical information for accommodation providers.
Several other examples of accessible tourism resources were presented during the
conference.

Twenty-six presentations were made during the three-day conference. Within the three
presentation streams (Good Business; Policy; Individuals and Families), themes that
attracted particular focus included:

. Development and promotion of tourism resources
« Findings of current research

. Examples of good practice

« Industry incentives and marketing

. Legal and ethical considerations

o Personal stories.

A brief outline of conference presentations is included as Appendix B.
Delegates were also given the opportunity to personally experience accessible tourism

by visiting various venues at the Perth Cultural Centre or by sailing on the Swan River
on an accessible yacht.



The conference concluded with two panel discussions. Leah Cianco (Ethnic Disability
Advisory Council) and Amanda Hunt (Recreation Network) facilitated the first panel
discussion and involved people with disabilities, families, carers and support workers in
identifying tourism access issues.

Sheryl Fewster (Director Media and Communication, Tourism WA) chaired the second
panel and Bruce Cameron (Principal, Easy Access Australia) facilitated the discussion.
Panel members included:

- Sally Hollis, Manager, Tourism Council WA

« Mary Guy, Nican

o Professor Tanya L. Packer, Curtin University

« Scott Campbell, Perth Convention Bureau

o Justin Lunn, All Wheel Adventures

« Jenni Perkins, Director Policy Planning and Information, Disability Services
Commission

» Dr. Scott Rains, Center for Cultural Studies, University of California, USA

This session was open to all conference delegates and endeavoured to further identify
current issues, examine what approaches were and were not working within the
tourism industry, and make recommendations for future action.

To initiate discussion, Tony Norment (Department of Sport and Recreation WA)
presented a review of consumer feedback from the Regional Workshop on Tourism
and Disability held earlier in the year.

The conference concluded with a final address by Bob Kucera, WA Minister for
Tourism; Small Business; Sport and Recreation; Peel and the South West.




KEY IMPERATIVES FOR CHANGE

In a recent survey of Disability, Ageing and Carers conducted by the Australian Bureau
of Statistics, one in five people reported having a disability (ABS 4430.0, 2003). In this
case, disability was defined as any limitation that had lasted, or was expected to last,
for at least six months and restricted everyday activities.

In general, the definition of disability includes any physical, sensory (vision or hearing),
psychological or intellectual impairment that results in a reduction in normal functional
performance. Physical and sensory impairments are most commonly reported and it is
expected that most people will be affected by a disability or long term-health condition
at some time in their life (ABS 4433.0, 1998).

In a 1998 survey of the Australian travelling public, 11% of respondents identified
themselves as having a disability or long-term health problem and reported they had
been on holiday in the past month (cited in Darcy 2000, p. 159). One in ten holiday—
makers represents a significant share of the overall tourism market — and it is feasible
that more people with disabilities would travel regularly if accessible facilities and
services were commonplace.

With these findings in mind, financial, human rights and legal imperatives demand the
adoption of accessible tourism principles and practices to benefit the whole community.
Many conference presenters provided support for these imperatives.

The Financial Imperative

Accessible tourism is an untapped, growth market. Several conference presenters
cited international and local research and discussed the economic significance of this
market. The figures are staggering:

« There are over a billion people with disabilities worldwide and 10% of those
(101 million) earn equal to or above the average weekly wage of their country
(Mark Bagshaw)

« The US accessible tourism market is currently worth US$13.5 billion (Bruce
Cameron, Principal, Easy Access Australia)

« The Australian accessible tourism industry is estimated to be currently worth
AUS$1.5 billion (Bruce Cameron)

« The disposable income of people with disabilities in Australia is AUS$26 billion
per annum (Anne O’Brien)

. On average, people with disabilities spend eight (8) nights away from home
(longer than other travellers) and travel with 3.4 people (Graeme Innes).

The financial imperative is clear — but it must also be recognised that the accessible
tourism market is not a single market segment. The needs and expectations of
travellers with a disability are not homogeneous. Like all travellers, people with
disabilities wish to exercise choice of travel, choice of accommodation and choice of
attractions.
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There was recurrent feedback from conference presenters and delegates regarding the
problem of perceived accessible accommodation and facilities. It was stated that some
facilities promoted as accessible did not meet the needs of tourists with a disability. It
appeared that some tourism operators are unfamiliar with legislative requirements and
facility design lacked input from disability advisors. It could not be assumed that a
facility was accessible when it was clear that a person with a disability would require
assistance or was required to use alternative routes.

It should also be noted that tourism operators have expressed concern that the access
requirements included in current building code standards are disjointed; they do not
cover the broadest range of disabilities; and they are not sufficiently descriptive enough
to ensure the construction of new facilities meets the requirements of the variety of
authorities governing facility access.

Provision of accessible accommodation alone does not equal accessible tourism.
Local attractions, retail outlets and restaurants can all benefit from a community
focused approach to accessible tourism. As with any other market, maximisation of the
financial imperative demands concentrated analysis of needs and expectations,
informed decision-making and quality service delivery.

The Human Rights Imperative

Adopted in 1993, the United Nations Standard Rules on the Equalisation of
Opportunities for Persons with Disabilities state:

Member States should ensure that disabled persons have the same
opportunities for recreational activities as other citizens. This involves the
possibility of using restaurants, cinemas, theatres, libraries, etc., as well as
holiday resorts, sports arenas, hotels, beaches and other places for
recreation. Member States should take action to remove all obstacles to
this effect. Tourist authorities, travel agencies, hotels, voluntary
organizations and others involved in organizing recreational activities or
travel opportunities should offer their services to all and not discriminate
against disabled persons. This involves, for instance, incorporating
information on accessibility into their regular information to the public
(United Nations, 2003).

In his keynote address, Graeme Innes presented a strong case for furthering the rights
of people with disabilities. He currently is contributing to an international working party
assisting the United Nations to further develop the International Convention on the
Protection and Promotion of the Rights and Dignity of Persons with Disabilities. An
example of the articles that are being considered in relation to sports is illustrative:

. the right to participate in sporting and recreational activities at all levels, and as
appropriate offer disability specific programming;

. organize and participate in sporting activities and receive the necessary
instruction, training and resources; and

« access to sporting recreational and leisure venues.



Federal and State laws in Australia ensure the rights and responsibilities of all citizens
including those with a disability. These rights are further strengthened through the
Disability Discrimination Act (DDA) and Equal Opportunity Act (EOA).

The Legal Imperative

The international conventions and legislation cited above also provides a legal basis on
which the tourism industry is required to provide service to people with disabilities.
Because the enforcement of this legislation is often complaints based, many large and
small tourism operators are unaware of their legal responsibilities. In today’s climate of
litigation, the risks are not small. Failure to provide accessible information on fire exits;
visual fire alarms; or safe forms of transport are legal responsibilities that need to be
considered by all facility managers.

The tourism industry is legally bound to provide equal access to people with disabilities.
Only where undue financial hardship can be demonstrated are they exempt from this
requirement.

Marc Newhouse, Training and Community Education Officer, Equal Opportunity
Commission, strongly advocated for people with disabilities to take action to challenge
unlawful disability discrimination and harassment. His presentation explained the legal
definitions of discrimination and harassment and identified a range of practical options
and strategies to prevent discrimination in the delivery of tourism services.
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DEVELOPING ACCESSIBLE TOURISM

Guiding principles for accessible tourism were developed at the First Asia Pacific
Conference on Tourism for People with Disability in Bali in 2000, and were reiterated in
the UNESCAP report (Cameron, Darcy & Foggin 2003). They included the following:

Persons with disabilities have equal rights of access to all tourism
infrastructure, products and services, including employment opportunities
and benefits that the tourism industry can provide. The tourism industry
should provide the same choices for all consumers to ensure the full
participation of persons with disabilities, and protection of the individual's
right to travel with dignity.

Tourism master plans, policies and programmes should incorporate the
principle of universal access to tourism infrastructure, products and
services (UNESCAP, 2000).

Accessible tourism opportunities do exist in Australia but most are driven by adherence
to legal requirements rather than a proactive business decision to adopt accessible
tourism principles and practices.

Mark Bagshaw spoke of the potential value to business in incorporating an inclusive
model of service provision. He discussed the accessibility framework currently
implemented at IBM Australia and related this to tourism. As organisations progress
through each level (see Figure 1), they are encouraged to adopt inclusive policies and
procedures and the advantages of providing accessible facilities and services are
highlighted.

At the lowest level, provision of accessible facilities and services is compliance driven,
meets minimum standards only, and does not generate any competitive advantage or
commercial benefit.

4. Life needs driven

Organisations recognise complex interrelationships between
individual needs and community services and implement
policies and procedures to enhance experience for all.

3. Relationship driven

Organisations recognise relationships within own facilities and
services enabling beneficial links that enhance individual
experience and quality of customer relations management.

2. Experience driven

Organisation provides improved access to facilities and services enabling
individuals to receive an efficient, enjoyable and rewarding experience.

1. Compliance driven

Facilities and services meet legislative requirements and achieve only minimum standards
of customer service provision.

Figure 1. Embracing people with disabilities — A 4-step model of inclusion
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It must be noted that, at this time, most tourism providers in Australia operate at the
compliance driven level. Legal compliance alone does not build accessible, desirable,
or quality facilities and service. Few have chosen to adopt accessible tourism
principles or practices and there is little product or service differentiation within the
marketplace.

At the second level, organisations move beyond compliance to ensure people with
disabilities are able to receive a “rewarding experience” where each individual’s contact
with the organisation is efficient and enjoyable. For example, hotel booking information
could be accessible through a website designed specifically to cater for the needs of
people with a vision impairment, enabling them to interact and book facilities and
services independently. Organisations operating at this level can begin to distinguish
themselves within the marketplace.

At the relationship driven level, Best practice in accessible tourism:

organisations _be_gln o What does it mean?
recognise beneficial links within

their own facilities and services. Features that consistently define best
For example, the hotel booking practice in accessible tourism are:

system designed to be
accessible for a person with a
vision impairment (as in
example above) has the
capacity to recognise them as a
repeat client, knows their
requirements and alerts staff in
relevant areas to be aware of
their needs during their stay.
As organisations are able to
provide a more comprehensive
level of customer service, they
may choose to commit to
providing more opportunities for
inclusion and enhance their

position within the tourism
marketplace. Compiled from conference presentations

= Proactive pursuit of the market

= Accessibility that is planned and based
on expert opinion (people with
disabilities, carers, access consultants)

= Accessibility included in original design
concept with visual amenity and appeal,
not simply included as an add-on or
special provision

= Accurate and available information

= A focus on personal needs and safety

= Knowledgeable employees with positive
attitudes of service, respect and dignity
toward travellers.

= A focus that goes “Beyond Compliance”
with legislative requirements

At the highest level, facility and service provision is driven by life needs as
organisations become conscious of inclusive links beyond their own businesses that
meet the needs of individual customers. Not only does this level of inclusion provide a
competitive advantage in the tourism market, it can provide lifestyle benefits for all
citizens. The implementation of policies and procedures that meet the needs of
specific populations, such as people with disabilities, are equally transferable to other
identified market sectors. At this level, the decision to provide accessible facilities and
services is no longer simply philanthropic — it ensures tangible economic gains for the
organisation.

Large corporations are the main providers of hotel accommodation and ai