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Modules for Service Providers




Introduction

Over 1 billion people are estimated to
experience disability. This corresponds to

@& about 15% of the world's population, with
up to 190 million (3.8%) people aged 15

@ years and older having significant
difficulties in functioning, often requiring
health care services (The World Health
Organization WHO).

ﬁ& 7-8%of foreign tourists in the world
tourism market have a disability

@ W (UNWTO)




Tourism for All

The Global Code of Ethics for Tourism was released by UNWTO in 1999 and consists of a set of
principles addressed to tourism stakeholders, operators and workers at various levels for the
improvement and development of the sector in the context of a limitation of its negative impacts on
environments and people.

Accessible Tourism 4 -0
is a form of tourism that involves collaborative A
processes between stakeholders that enables people ‘

with access requirements, including mobility, vision,

hearing and cognitive dimensions of access, to A
function independently and with equity and
dignity through the delivery of universally
designed tourism products, services and environment |

(Michopoulou et al., 2015, p. 181)




The Accessible Tourism & SDGs

The United Nations 17 Sustainable
Development Goals (SDGSs).

The 17 goals built on the principle
of “leaving no one behind”.

The 17 Sustainable Development
Goals (SDGs), empowering less
favored groups.

GOAL 16

PROMOTE PEACEFUL AND INCLUSIVE SOCIETIES FOR
SUSTAINABLE DEVELOPMENT, PROVIDE ACCESS TO
JUSTICE FOR ALL AND BUILD EFFECTIVE, ACCOUNTABLE
AND INCLUSIVE INSTITUTIONS AT ALL LEVELS




Envision 2030: 17 Goals to Transform The World For
Persons With Disabilities

The United Nations adopted the 2030 Agenda for Sustainable Development that includes
the 17 Sustainable Development Goals (SDGs). Envision 2030 will work to promote the
mainstreaming of disability and the implementation of the SDGs throughout two objectives:

» Raise awareness of the 2030 Agenda and the achievement of the SDGs for persons with
disabilities.

» Promote an active dialogue among stakeholders on the SDGs with a view to create
a better world for persons with disabilities.

ENVEION SUSTAINABLE 5“'»§ALS A

DEVELOPMENT -
2030




Project Idea

The lack of disability awareness from Tourism & hospitality
staff often creates more annoyance than physical access
Issues (Bauer, 2018).

The project idea is to deepen the knowledge of the concept of
tourism for all and raise the awareness considering the way
people with disabilities are treated by designing training
modules to enhance the skills and capabilities of service
providers.




Project Aim

Designing training modules for tourism services providers (accommaodation,
restaurant attractions and airport) to equip them with the necessary skills and
knowledge to serve tourists with disabilities.






Identifying Different types of impairments and
other access needs: physical, sensorial, mental and
hidden disabilities.

tourismforall



Identifying barriers and problems related to tourists with
different disabilities and/or other specific access needs
(review of proceeding studies)




Phase 3

Identifying what are the expectations of customers with
disabilities and the general rules to interact with
customers with disabilities and/or other specific access
requirements. (survey with customers with disabilities)




Designing training modules include etiquette for dealing
with customers with different types of impairments and
defining the training will concern who?




Community Project
Methodology







The Semi-Structured
Interviews

» Semi-structured interviews with tourism experts to assess the current
status of accessible tourism training programs in the Egyptian touris
m sector, and detect the steps taken to minimize the barriers facing
Accessible Tourism.

T



uestionnaire

» The questionnaire included questions to evaluate the travel and
tourism staff attitudes towards people with disabilities.

* Questionnaires were distributed on a sample of Egyptian
tourists with different types and grades of disabilities.






Results of Interviews

The results of the Interviews showed the importance of the training for developing the
participants’ skills and abilities, since before training, only 30% of the interviewed
employees considered themselves able to serve people with disabilities







Results of Questionnaire

Single 6 (85.7%) Iale 1(14.3%)
Married 1(14.3%)
Female G (86.7%)
Other  |—0(0%)



Types of Impairments 9

Mobility impairments

Cognitive impairments

Speech Impairment s

Hearing impairments

Learning Difficulties (intellectua...
Very large or very small stature
An accompanying service animal
Asthma or allergy

Long-term illness

Temporary impairment

Pregnant women

Tiredness, stress and any type...

4(57.1%)




Results

Only 78.5% agree that there is a lack in the accommaod
ation facilities in hotels for people with disabilities.
50% agree that there is a lack in the quality of services
in  restaurants and food and beverage services for
people with disabilities.

80 % agree that there is a lack in the attractions and
recreational facilities for people with disabilities. 75%
do not agree with the presence of trained staff to suppor
t people with disabilities.

79% agree with that the attitudes of employees in travel
agencies and hotels towards people with disabilities and
seniors is negative. While 84% agree with there is
a lack of awareness among airport staff of how to deal
with travelers with disabilities



1T 5 During Stay in

* limited number of people trained to deal with
special cases.

 Difficulty at having a companion while staying
or mostly busy.

« There are no cutlery designated for special
cases to fit food and not cause harm to people
with special needs



A\

.11 Egyptian Airports

- Staff are not sufficiently trained to deal with
special cases as there are no specialized staff to
perform procedures rapidly.

 There is no room for people with special needs
at the airport.



TN LTYR.  Travel agencies

 Ignorance, excessive care or being unaware of how to
offer help towards tourists with disabilities.

« There is no special treatment in travel expenditure,
since people with disabilities and seniors are likely to

be accompanied.




These results matched with the Challenges that Defined by
UNWTO that face Persons with Disabilities in Travel & tourism

« Untrained professional staff capable of informing
and advising about accessibility issues

» Lack of accessible airports and transfer facilities
and services

» Unavailability of adapted and accessible hotel room,
restaurants, shops, toilets and public places a




GAP

—

Key steps to bridge gap

Current , Desired

State \l/ State

« T&H Staff are capable of dealing

Action confidently and effectively with

Plan PWDs and PWDs satisfied with the
guality of service

A shortage of T&H staff that have

undergone disability equality training

concerning how to deal with people
with disabilities PWDs




Community Project A

Outcomes a‘

4444”

Training modules on serving people
with disabilities was given by Faculty

of Tourism & Hotel Management | N '




Training modules for travel
agencies staff, accommodation
staff and airport staff.

| Special
assistance
B




Content:

* Module 1 - General Overview: Impairments, Disability, and Access Needs

* Module 2 - Access requirements, barriers and problems in Accommodation services
* Module 3 - Access requirements, barriers and problems in Travel Agencies

* Module 4 - General Overview: Serving customers with specific access requirements

* Module 5 - Serving customers specific access requirements in Accommodation Services
* Module 6 - Serving customers specific access requirements in Travel Agencies

* Module 7: Serving customers specific access requirements in Airports




Travel agencies staff, accommodation staff and
Airport staff  in Alexandria

5 weeks/ 10 days / 3 hours a day.

Online/Zoom technology/Blackboard

o Male
o Female

All staff that have a guest contact position.

0 to 7 years
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Recording

Training workshop using Zoom

Mohammed Galal

¥ Moh alal

Dr. Tamer Elsawy

Or. Tamer Elsav

Persons with disabilities

Personswith disabilities are not just those
in wheelchairs

There are different types ofdisabilities
related to different types of impairments:
physical, sensory, cognitive or different
mental health condition.

Each of them has different characteristics
and needs,

It is necessary to know at least their main
aspects and the related needs.
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Training workshop using Blackboard

Accessible-Tourism-for-all

Accessible Tourism for all

Content  Calendar Discussions Gradebook Messages  Analytics =6¥ student Preview
Course Faculty Course Content
. Mahmoud AbuShug = Workshop 1: First Module
s ~

LB & Visible to students

. eslam ali
B
INSTRUCTOR

Module 1.pptx

Show more @ Visible to students

Details & Actions

Workshop 2: Second Module

,cil Roster » see ”~
View everyone in your course © Visible to students

Course Groups
View sets & groups

Module 2.pptx
Course Image wee

Edit display settings @ Visible to students

Course is open
Students can access this course

B (&

—~ = —— - —En - F - -_ 3 _— . -m e o et g I

a2l



Training workshop using Blackboard
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