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ABSTRACT

For most of us, tourism is quite accessible and we tend to take our ability to embark on a vacation
anytime for granted. All the vacation plans in the world are available to us on our smart phones, laptops
or tablets. Depending on how much money we want to spend on travel and how long we want our trip to
last, we can customise our dream holidays and avail ourselves of hired assistance at every step. There are
countless websites with very user-friendly interfaces, the airport/railway station is a taxi ride away, we
can book a tour guide online, and if there are any problems with documents, an agent will sort them out
for a small fee. But what if we woke up one morning and found ourselves unable to do any of this
without seeking help from a friend or family member? For people with disabilities, obstacles in the way
of easy accessibility are a daily reality. Not only do they have to deal with harder lives in general —
commuting to work, going shopping, attending music concerts — they are also largely excluded from the
benefits of the developments in the tourism industry.
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INTRODUCTION

It is an approach aiming to provide and facilitate leisure and recreational facilities to all. The barriers and
constraints need to be mediated to foster inclusive tourism for all. Accessible is not only that a location is
physically accessible but in a more general meaning, that every one regardless of disability can make use
of the product or service. The accessibility principle is often thought of as being a concern only of
disabled people. It is a myth the implementation of most accessibility measures benefit all. Accessible
environment is an essential requirement for around 10%, a need for 30-40% comfortable for all and
problematic for no one.‘ (Carlos Buj, 2015).Everyone will potentially benefit from accessibility at some
point in life. Developing AT is not merely the right thing to do; there is a social demand for it. Moreover
as Scott Rains (2008) rightly commented AT is not charity, it is yet another good business. Needless to
say the transitions towards a fully accessible tourism require resources. But there is a benefit to it, not
only in a more just inclusive society, but also in plain economic terms for tourism business and
destinations. Depriving disabled people of their vacation may contribute to their marginalisation (R.Hall
D 2016).1f the society wants to ensure the same opportunities for its members; it should share the costs of
accessibility among all, rather than among those who need it. Accessibility is a question of justice that as
a society we should face and resolve.

MAJOR BARRIERS AT DIFFERENT FACETS OF TRAVEL PROCESS

This was indeed a major focus area of this study. As many existing studies would suggest, issues and
constraints of tourists with disabilities and reduced mobility during different facets of travel are varied
and some of those have enough potential to adversely influence their travel decisions and behaviour.
Findings enable to conclude that tourists with disabilities face several barriers at booking stage itself. The
findings point to the major ones as poor understanding of their specific problems/ requirements among
the booking staff and the inhospitable attitude. And, this pattern is common to both tourist segments—
domestic & foreign.

During travel stage, intra-destination travel is most difficult part indicating the lack of accessible taxis &
local transport infrastructure and facilities, followed by other constraints like lack of proper information
and inadequate signages while travelling. There are other noticeable constraints as well such as non-
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availability of personal aids/ equipments at the stations and in the vehicles, locating affordable and
accessible accommodation and lack of knowledge regarding their specific problems among ground staff.
The problems being encountered at places of stay equally merit attention.

Major ones are lack of necessary facilities in the rooms meant for tourists with disabilities/reduced
mobility, lack of understanding about their special needs and inappropriate location of such rooms.
Absence of lift and inaccessible lobby also call for necessary actions. At tourist attractions also, there are
certain barriers specific to them, viz. absence of accessible toilets or its unhygienic condition, no
availability of public utilities and the like. Their easy movement inside the site is also a major problem,
especially scarcity of ramps, signage or their unsuitable conditions.

PROSPECTS OF ACCESSIBLE TOURISM IN INDIA

Foregone discussions provide a clear perspective on various attributes of tourists with disabilities/
reduced mobility and the issues and barriers they encounter during travel process. Finding emerged in
this study would also be helpful in understanding the prospects of developing accessible tourism in India
as potential market segment. Tourist characteristics such as age, education, job profile and income pattern
are promising in nature. They have adequate motivation and drive for holiday travel and would like to see
and appreciate the natural and cultural heritage of the country. There are enough propensities for leisure
travel spending by them and also have the desire to be in the company of others while travelling.

tourism products and better income opportunities are something that the domestic tourists would look for.
When it comes to foreigners, availability of safety support systems and proper information of those
appear to take precedence in future travel plans. Other factors of importance are positive attitude of
industry workers and the availability of accessible vehicles at places of visit. This calls for a major
rethink to provide seamless chains of accessibilities, which remains interlinked throughout the tour i.e.
from origin to destination and back. Thus all providers in the delivery chain like airports and airplanes,
railway stations, tourist coach and smaller vehicles, tourist taxis, accommodation providers and the
attraction managers become critical partners. Needless to record, accessible public conveniences and
comforts would be of crucial importance. In conclusion, it is pertinent to state that the positive trends this
study could come up with would be qualified enablers in shaping the path for development of accessible
tourism in India. Equally important outcome is clear tracking of various challenges and bottlenecks
coming on the way in tapping the latent potential of these tourist segments. Many of those are not
difficult to deal with or manage but, for which; certain degree of commitment, earnest efforts and
coordination on the part of major stakeholders would be called for But, when it comes to more complex
problems involving considerable financial commitments, it would be necessary to institute suitable policy
mechanisms and higher levels of inter-department coordination mechanisms.

TOWARDS POSITIVE ATTITUDE OF EMPLOYEES IN INDUSTRY

> Specific programmes to adequately train the employees, especially frontline staff should be launched.
Focus of such exercise should be to sensitise them on unique problems of tourists with reduced
mobility and to create proper understanding the segments’ development potential. A dedicated team
of employees having an open mind to serve the tourists with special needs can be drawn from
different departments of the establishment for suitable training. These staff should also be given
refresher trainings to enhance their knowledge and skills.

> For proper awareness creation and sensitisation of the general public about travel-related problems
these tourists, target-specific measures can be devised. Some effective points of campaign can be
transport stations, public offices and other places of public gathering, where, both electronic and print
media would be useful. Further, radio, TV and leading newspapers can also be used, especially on
occasions like Disability Day, Children’s Day, Parents’ Day etc.

» Tourism, travel and hospitality management institutions in India should be advised to incorporate
accessible tourism and disability awareness modules in their curriculum for both teaching and training
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purposes. Further, in those institutions where some orientations have already been provided, elaborate
coverage of critical aspects related to management of these tourists should be incorporated.

Lower to middle-level front-line officials of Central and States Tourism Departments including those
posted in tourist offices abroad and usually in regular contact with the tourists should be given
accessibility-specific training. The aim of such exercise would be proper sensitisation, for which,
appropriate topics are potential of tourists with reduced mobility, barriers they encounter during
different facets of travel, access-friendly products and destinations in India, and effective facilitation
mechanisms. Gradually, Archaeological Survey of India and similar agencies dealing with/
interfacing the disabled tourists can be included to increase overall tourism propensity.

TOWARDS INFORMATION INADEQUACY

>

Many government agencies and non-governmental organisations have already begun disseminating
information on accessible tourism products, critical mobility enhancement and site appreciation
devices. But, that needs to be strengthened and widespread because it is not only legally binding but
also makes good business sense.

In view of the fast increasing use of electronic media, particularly internet, initiating steps for
vigorous adoption of access-enabling websites based on W3C standards by tourism and travel
establishments viz. hotels, travel companies and travel intermediaries are suggested.

Thorough re-vamping of the tourism websites of Central and State Govts. Is suggested to make those
attractive, user and access-friendly. Those should also have links containing information on
accessibility and availability of assistive devices/ equipments/ transport with photographs so that
tourists with reduced mobility would know whether the establishment facilities would meet their
needs or not.

The Ministry of Social Welfare and Empowerment took a welcome decision to make websites of over
5000 Govt. and the public institutions accessible very recently. But, ensuring continuously
effectiveness of the websites should be a priority, which inter alia includes updation of the sites and
contents.

Information on accessible tourism destinations and products in India can be collected and published
in English as well as major Indian languages. For its wider dissemination, respective government
agencies, disability networks and organisations etc. can be considered.

Universal Signage is integral to make the sites duly accessible. These should be prepared at least in
English, Hindi and the local language of the attraction site and installed at major points in the sites
and intersections.

Depending on foreign visitor-profile at major attractions, additional foreign languages can also be
considered for display.

PRODUCT DEVELOPMENT

>

Access Audit of major tourist attractions, transport stations, accommodation etc. should be
undertaken; and wherever necessary, in collaboration with state governments. Other stakeholders
including NGOs could also be associated for audit.

Transportation is a major limiting factor. Therefore, accessible policy should be further fine-tuned to
make it more specific and action oriented. It is equally important to ensure that the policies are strictly
enforced by all modes of transport operators. Further, having a provision of battery-run accessible
vehicles at larger attraction sites should be considered.
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> Accessible taxies and tourist coaches are scant in India. To begin with, at least in the major cities,
potential entrepreneurs should be identified and encouraged for operating more number of access-
friendly taxies and tourist coaches. A data-base of this can then be maintained in accessible formats
by tourist departments, tourism-trade, and the activists and institutions in the domain of accessibility
for better dissemination. The Commonwealth Games-2010 to be held in Oct. 2010 could be an
appropriate occasion for this.

» Transporting wheel-chair in airlines is a major problem and damages are quite common, but, hardly
any compensation is given for damages. Even though allowing wheel-chairs inside the cabin may
have certain security bearings, this still merits consideration. Hence, this may be taken up with
Director General of Civil Aviation and airline companies for some feasible mechanisms.

» To minimise the difficulties of old-age and other travellers with reduced mobility at the railway
stations, sudden change of platforms for designated trains can be avoided. Railway stations should be
made accessible by providing access to all platforms through lifts (wherever possible), facilities like
toilets, drinking water, cafeterias and other public places.

PROMOTIONAL MEASURES

» The tourist destinations/ attractions where certain accessible facilities already exist are to be identified
and promoted first. In addition to further strengthening accessible facilities of those places, few more
appealing destinations could be identified for accessible development and promotion. While doing so,
‘prime attractions/destinations’ in each region can be identified for development and promotion as
model accessible tourism destinations.

> A Charter of Best Tourism practices for the stakeholders may be formulated for responsible practice
of inclusive and sustainable tourism.

» As part of Commonwealth Games promotion, an inclusive tourism campaign can be launched. This
would have wider reach, appeal and effectiveness.

» Many countries have already adopted specific inclusive tourism campaigns at the national-level. India
could also consider a campaign like “Inclusive India” or “Incredible India: Accessible India” for
launch at different levels.

» Domain and contact details of Accessible Tourist Guides and agencies can be collected and uploaded
in accessible format in the websites of India tourism, State govt. and accessibility organisations. Since
their numbers are very less, training and licensing of more guides should also be considered.

CONCLUSION

The developing countries must first develop the human resources in order to develop the Tourism
institutional structure in which technological innovation can occur on a large scale. Economic
development can succeed only when the environment as a whole is conducive to change and innovation
at all levels and on all fronts especially in Tourism Industry. This will require educated masses, literate
and national masses. The strategies supported to achieve the goal of human resources development in
Tourism Industry include more open government, more transparent and accountable public
administration and development of energetic entrepreneurship in developing countries and further
liberalization of markets and goods, capital, technology and tourism products. This would require joint
action programmes. A new vision for global co-operation for the next century is needed.
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