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A Global and European Networking

A Support National Tourism Organisations, Cities & Destinations
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A Education and Traininge-Learning, Capacitybuilding

A Develop international accessibility standards and guidelines

A ENAT Accessible Tourism Directoryiww.pantou.org)

A ...and more.


http://www.pantou.org/
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Intersectionality Matters in Inclusive Tourism

1. Intersectionality T a (very) little theoreticalbackground
2. Catering for human diversity in the tourism sector
Af qkt WagoJWidcsr W
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3. Designing inclusive tourism experiences

4. Increasing awareness, skills and capacitybuilding in the tourism sector



Intersectionality T a (very) little theoretical background
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What Is Intersectionality Theory?

ENAT
N

Intersectionality Theory: Kimberlé Crenshaw, Professor of Law,
Columbia Law School & UCLA Law School, coined the term In
NOYDdALWE WGRYUWII WYnWws9!l RagqRHEC G WAC

Aa frameworkfor understanding how various forms ofnequality,
discrimination, and social identities (such as race, gender,
class, sexuality, and disability) intersect and overlap.

Aemphasises that people are not defined by a single social
category but by multiple interconnected aspects of their identity

Kimberlé Crenshaw

that can result in unique experiences of privilege or oppression. Photo: Wikipedia

Source: The Oxford Review



https://oxford-review.com/the-oxford-review-dei-diversity-equity-and-inclusion-dictionary/intersectionality-theory-definition-and-explanation/
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categories that interact in ways that cannot be separated.

...a Black woman might face different challenges from a White woman
or a Black man due to the intersections of race and gender.

GYWHIJ! YUT Wt DIRUNWRUI RERUE G B RIG6 R

ldentities combine to create specific experiences of marginalisation
or advantage.



Beyond categorising people...
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A Finnegan Shannon:Do you
want us here or not?, 20181
ongoing

A Courtesy of the artist and
Deborah Schamoni, (Victoria
and Albert Museum, London
2025)

Intersectionality Theory came from analysis and
understanding of how complex systems of
oppression work.

Diversity, Equality and Inclusion (DEI)
challenges organisations to think beyond single
axis categories and to consider the many
identities individuals hold:

By acknowledging the interconnected nature of
social categories, organisations can foster more
Inclusive, equitable, and supportive
environments that truly embrace diversity.



What does this have to do with Tourism?

Nationality
Education level

Social status

Gender

Age

Identity Health condition

Disability

Political affiliation

Language

Wealth
Parent/Child

Cloud image with words:

V Disability (at the centre)
V Gender

V Age

V Nationality

V Education level
V Health condition
V Social status

V Wealth

V Political affiliation
V Parent/Child

V Language

V ldentity
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How the tourist meets the world

How travellers live and identify
themselves affects where, how,
why - and with whom, they travel:

O
()

Our
interests

3

Personal
tastes

Alnterests

APersonal tastes

APast experiences

A Alone or with other(s)
A Available time
AHealth and dis/abilities

Available
time

wmanee,  factors:

ceh AEconomy
Comfort and G Healt‘;: and A CO m fO I‘t an d S afety
Safety [/ DU \\\ . dis/abilities
< 0 -

\ Economy |
\_

—
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Passenger E‘

— [y Visitor i

How does the industry
regard the people it serves?

Customer
Client
Guest
Tourist
Pax
Passenger
Traveller
Visitor
-a Number, a User or
... a Person?



Accessible TourismT Open to Everyone
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Tourists come in
all shapes
and Sizes
I e

Let them in!
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Tourists come In all
shapes and sizes:

Let them In!

EU OSSATE project:
none-Stop-Shop for

HALDH+ RHG IJLWNY
2005

By ENAT
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Accessible TourismT Open to Everyone

Tourists come In all
@9 .
shapes and sizes:

Adle Ul Galudl luLJu podll iS00
Prince Salman Center For Disability Research
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Let them In!

Universal Accessibility
Destinations & Places of Accommodation

Guidelines for the Kingdom of Saudi Arabia
1431 H-2010 G

Kingdom of Saudi Arabia
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} Images adopted by the
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Design and Disability
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Design and Disability
Exhibition

Victoria and Albert

V&\ SO Uth KenS|ngt0n Q@ V&ASouth Kensington

Museum, London Design and Disability
November 2025

Both a celebration and a call to action, Design & Closes Sunday, 15 Febr
. . . . 1: : IR : Q V&A South Kensington

Consi d erin g VISI b| | |ty, and D./sab'///ty showcases the radical Cromvet o

. contributions of Disabled, Deaf, and g T:" :"' i

TOOlS for ACth n an d neurodivergent people and communities to el ”
- - - H H Free tickets are avallab
Wa.yS Of Se nsin g an d L|V| N g design history and contemporary culture, from e
the 1940s to now. Deslgn and Disabllity: acce:

16
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Design and Disabillity

U Visibility

= e onER-'{i
A Tools atls
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WITHOUT US
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Sometimes Disabled people can be made to feel like they
do not matter.

They protest to change this.

Designing things is one way they can feel more seen.
Here are some projects that Disabled makers made to
feel visible.

Victoria and Albert Museum, London 2025
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A Visiblility
U Tools
A Living

Xbox Adaptive Controller, developed by Microsoft, 2018

EYOGUW?2Rt ¢cHOGWI WGWYGIWWHe Uk qWGHce! W2RT I3YN¢e G113t oW
designed for them.
This controller has been designed to make gaming easier.
It has large buttons and connects easily to other objects, like switches and joysticks.
Disabled people helped think of ways to make the design better.
Victoria and Albert Museum, London 2025
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A Visibility
A Tools
U Living

SEALAB, 2018 and 2021

This is a model of a school for Blind and low vision children in India. Please do touch it.
Different senses other than sight help the students make their way around the school.

Each wall surface feels different when touched. This helps the students know where they are.
The students can use sounds like echoes to know how far away something is.

Smells from a garden draw people outside.

Victoria and Albert Museum, London 2025
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POSITIVE Y
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Not all disabilities

<= ook like this.
& .
Some
look like this. =

Not all disabilities are visible!

Please don’t be so quick to judge.

positivelivingwithms.com

hitns://nositivelivinawit T

A 70-80% of disabilities
are invisible!

A Visitors with a
temporary disability

A Visitors with a long
term health condition

A Visitors who are frail,
with age-related health
problems


https://positivelivingwithms.com/
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A popular misconception: )
{ Comfortable for the

A
Q 100%ofthe ~

"HPRNE | v | B . _ : )
/b . H 1? I J[, *, R H FS L! ,F} (],] ' L,UY L /~ Essential for t'ne\\\ \“Eop\ulaucm/w/,
5 RaqolWl Rt cHRURaqRIJ 10%ofthe | e 2
\\\\ population /// : N b o] // —
o eres s ~——ax X 1
Accessibility is about all of us. %\ 28 (2L /" Necessary

for the 40% of the
population

It ensures inclusion and full

participation of everyone in tourism
experiences

Design for all Foundation



Visibility... how does that work? 5 ENAT
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Your Sunflower already signals that you have a newisible disability and may need
additional support, time, space, or understanding.

Sunflower Extra takes this further by allowing you to discreetly share extra details,
ensuring you receive the right support instantly.
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| have a hidden disability @y AEassNB TEUFAS
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or preferential treatment?

U Recognising differences
Hct 3T WYULWaq6 I
self-declared access
reguirements

U Providing assistance for
those who need it

Algenerated image
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Catering for human diversity:
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\ 41}’ 2ersons with Disabilities, (UNCRPD) 2006

The Universal Declaration of Human Rights, in a perfect world, would be enough
to protect everyone.

In practice, certain groups are not protected from discrimination and exclusion.

The 1.3 Billion people in the world living with disabilitiesabout 15 per cent of the
5 Y1 01 k1 WG theiopmpiulitiéslbf the mainstream population.

NG6LIWO 9AA?2AWcT YGqUTI WYUWNOq6 W?2I3HIIGHIII LW
ensure the full and equal enjoyment of all human rights and fundamental

freedoms by all persons with disabilities, and to promote respect for their

RUGIJI BDUqW RNURGq! wiO



Jnited Nations Convention on the Rights of ‘ ENAT
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2ersons with Disabilities, (UNCRPD) 2006

The UNCRPD builds on two main principles to ensure equal opportunities:
V Accessibility

V Reasonable accommodations T provisions that support equity, without
Imposing unreasonable burdens on the operator

Article 30 Participation in cultural life, recreation, leisure and sport  States Parties
recognize the right of persons with disabllities to take part on an equal basis with others in cultural
life, and shall take all appropriate measures to ensure that persons with disabilities:

a) Enjoy access to cultural materials in accessible formats;

b) Enjoy access to television programmes, films, theatre and other cultural activities, in accessible
formats;

c) Enjoy access to places for cultural performances or services, such as theatres, museums,
cinemas, libraries and tourism services1 WbiB #Y UqRU2 It b W



Tourism Matterst Legal framework and Market Demand
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AEU Legislation mandates nordiscrimination of persons with disabilities
and equitable access to goods and services based on human rights
conventions, increasingly applied in national legislation. European
Accessibility Act, 2019,) See also:Race and Ethnicity Equality
Directive,2000 and Employment Equality Directive, 2000.

A There is a growing market of tourists who need good accessibility to
experience the joys of travel and to continue travelling:
- Seniors, mult-generational family groups, tourists with disabilities,
persons with longterm health conditions, make up 2025% of all tourists

A Unmet demand in the tourism value chain is an opportunity for businesses

and destinations to innovate, create and improve accessible and inclusive
offers, increasing their market share.



https://commission.europa.eu/strategy-and-policy/policies/justice-and-fundamental-rights/disability/european-accessibility-act-eaa_en
https://commission.europa.eu/strategy-and-policy/policies/justice-and-fundamental-rights/disability/european-accessibility-act-eaa_en
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with Special Needs

It is about making every kind of offer accessible and inclusive for everyone:

A Accommodation A Education

A Adventure A Nature in the city

A culture A  City Break

A Gastronomy A Religion

A Conferences & Fairs A Sports & Events
A  Festivals

A With kids

e (©] 2

ACCOMODATION RESTAURANTS SHOPPING TOURS & ATRACTIONS
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Inclusion

Comfort and Safety

Sustainability

Good customer service

It Is about Quality!
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every individual has the same rights and

responsibilities, and an active role to play.
Inclusion Awareness of intersectionality can reduce
segmented thinking, leading to a better
understanding of who is being left out and why.

By considering multiple identities in the design
of tourism products, disability, language,
gender or other characteristics, barriers can be
Identified and broken down. This produces
better service design, better customer
communication and fewer hidden exclusions.
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Physical accessibility and accessible
communications provide comfortable and

safer solutions for everyone,

...creating a supportive environment,
which can also help to avoid accidents.
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Accessibility contributes to sustainable
development because it provides solutions
which are suitable (or easily adaptable) for
everyone, reducing the need for later
changes and modifications.

~ This means:

4 - saving energy

- saving time

saving money

- contributing to better quality over longer
time for the destination and the visitors




“Good customer service ™|
means "

U Knowing your customer

fnWw! Ye W YUK q
aqo JWrHEat qVY a 1J1 LU

“deliver excellent customer
service.

(- The Customer is at the heart of all we do!

\bring other customers

A satisfied customer will repeat the visit and

N

>



http://../Documents%20and%20Settings/Compaq_Owner/Local%20Settings/Temp/Smiling%20lady
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Language ...barriers

Persons with disabilities
Differently-abled

People of determination

People with diverse abilities
Specially-abled individuals
People with unique challenges
Individuals with exceptionalities
Persons with different abilities
B

European Network for
Accessible Tourism
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- Magnus Berglund, former
Accessibility Manager, Scandic Hotels
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Language matters
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Misturah Abisola Owolabi Before You Say That

A Practical Dictionary of Disability Inclusive
" Language
by Misturah Abisola Owolabi
o MEYUWqRO UL Wagdé WG Yt qlWRL
| YIWRt WG Rt qlJUIOw

BN (gd:hILHs respect, awareness, and a
s ROGGRUNUIt  Wa VY Wt J1IGLWG L

Free download from:
https://selar.com/5r9z11ka8n

A Practical Dictionary of Disability-Inclusive Language
A free guide for people who want to do better.

Volume 1


https://selar.com/5r9z11ka8n

=\ : : : .
{/i )\} Inclusive language ... referring to disability ’ ENAT
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By adopting language that celebrates diversity, we will contribute to
n strengthening the human rights model of disability and to creating a more

Inclusive United Nations.
A qWagé Wt ¢cdlWgRINVAWRUHG 2t R2IJWIcUN2c¢ NI
and its entrenched manifestations.

A Ableism is a misguided and biased understanding of disability that leads to
the assumption that the lives of persons with disabilities are not worth
living. Ableism can take many forms, including harmful languagebs

- United Nations
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Unmet demandT an opportunity for businesses and destinations
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- Some figures from USA (2025)

\ A70% of older American adults are planning travel
TRAVELZSBILITY Athey already account for most travel spending
Adisability rates increase significantly with age
A20% of the US population will be over the age of 65 in 2030...
Athe average 50+ traveller anticipates spending about $6,847 on

travel in 2025.
Source: AARP Research.
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PORTRAIT OF
FUROPEAN
TRAVELLERS™

BREET


https://www.accessibletourism.org/?i=enat.en.news.2428

91%

of European travellers with

accessibility needs have taken atr

International leisure trip in the past 12
months.

18¢34 35¢54 55+

93% (| 92% || 88%




a year, with 32% of British respondents travellingi3 times per yeartr more

Almost half (46%) of European travellers with accessibility needs travel once
I than the respondents of other European nationalities.

How frequently do you typically take international overnight leisure trips/accompany or
travel with a person with accessibility needs?

M Total B France B Germany M [taly B Spain B United Kingdom

51%

46%I

47%
45% 449

42%
31% 32%
0, 0,
28% o0 28%
22%
9%
cy % 70 6%

23% 220 22%

0,

20%

Once every 2 years or less Once a year 2¢3 times per year 4 times per year or more

Base:Total respondents (r8;473; France (n552);Germany (n%,081);ltaly (n569);Spain (n578);UK (n$93)
42 Sourcea a D, Q & PontraitopEuropean Travellers with Mobility & Accessibility NE&ds



Averageépend on International Leisure Travel in the Pas
Months (excluding flights

\ Average Number of Internatlonal Leisure Tri

spend on inter xcluding flights) inthe past 12 m
rovided mJial currency (euros or poun nd covered a range of spending
h

al overnight leisure trips have yo )Lt en with your companion in the p
2 May 20250zN2 11~2— |- 45" MCDMM D.t 02
ave taken at least.o ght |nt leisure trip inthe past 12 r{rerdt1
rmtmfpglrope z h Mob Accessibility N&€ds
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Designing for Accessibility and Inclusion across the Tourism Value Chain
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|s about making environments, venues and services suitable for the widest
range of customers, including:

A Seniors

A Families with small children

A People with disabilities

A People with longterm health conditions

A sWecUI WaecU! WaYI WK

Accessibility...

...ensuring equal opportunity to enjoy inclusive tourism experiences
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Accessible tourism services throughout the value chain “

Accessible Tourism

Accessible and Inclusive...

A iInformation - search, bookings, Websites, mobile applications,
Access Guides

Atransport 2PN 6RAGIDE AWlgdl GRUcGY Allgl ¢ C

A Infrastructure - attractions, accommodation, restaurants, toilets,
streets, pavements, beaches, nature trails, cycle paths...

A serwces hospitality, packages, tourist guiding, excursions, speC|aI
GWUest AW HqR2RaqRIJt AWgWHSEURHC G W




Accessibility throughout the Visitor Journey
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1. Travel
6. Recollection Decision:
of experience: Accessibility S i
I Determines information u lers
Suppliers . s ikl (o PP
decision

making

2. Booking: -
Made easy + further Supp“ers
information available to
confirm decision

Suppliers

3. Travel to i
destination: Suppllers

All elements
meet access
requirements

Suppliers

Acdaptac from Lane (2007)
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The Accessible Tourism Supply Chalin ’ { ENAT
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.ﬁ I eat, sleep

arrival
shopping

departure

=)
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The Accessible Tourism Supply Chain ‘ sENAT
Y

.E I eat, sleep

arrival /
» shopping
local '
transport < 2
visit attractions
departure
If just one link in the chain is broken —>

(inaccessible) the trip will be spoiled...



Accessibility, Usability and Universal Design:

Ingredients that are part of a whole

ENAT
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* Equity and Equality
Universal Design * Non-stigmatization
* Intersectionality

" » Effectiveness
Usablllty . Efﬁciency
» Satisfaction

Accessibility * Access

Reference: Hedvall, Stahl and Iwarsson, 2025

—

—

Conditions for
Participation
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Reference: Hedvall, Price, Keller & Ericsson, 2022

The growth of Universal Desigm a shift inculture?
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Universal Design as
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A Treating people with dignity

A~JIJqRUNDW2¢!I REqRYULWs Ra6 W2 ¢

A Moving beyond thought patterns based on norm and
deviation

AE+GuUY!I RUNWe W 6RnaqWRUWHAC a1J

ba o U PerOlof Hedvall,
- Per-Olof Hedvall Photo: Lund University
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Increasing awareness, skills and capacitybuilding in the tourism sector
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UN Tourism

How to apply ISO Standard 21902
Accessible tourism for all’

Recommendations for key
players in management
of natural resources

) —

\/ INE nnnnnnnnn
UNWTO UNE - ONCE
Wodd Tousism Orgaizaien

How to apply ISO Standard 21902
Accessible tourism for all’

Recommendations for
key players in the cultural
tourism ecosystem

ﬂi Fundacién

Via Libre | UNWTO UNE i @D oie

s ENAT

WINYe |l Rt ulllbsOt I W] 2 RI 3t WL “(ggmpeamemm

Accessible Tourism

User Guidesfor public and private sector
organisations and destinations,based on the
Universal Design approach of

ISO Standard 21902:2021 Manuals on
Accessible Tourism for All: Principles, Tools
and Good Practices

Download the 6 User Guides from the ENAT
website:



https://www.accessibletourism.org/?i=enat.en.reports.2410
https://www.accessibletourism.org/?i=enat.en.reports.2410

Recommendations for Public Administrations

European Network for
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UN Tourism

How to apply ISO Standard 21902
Accessible tourism for all’

Requirements and recommendations
for public administrations and
tourism destinations

e
R S A I e

In collaboration with Turismo de Portugal, Turismo Argentina and ENAT
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S Recommendations for Accommodation, Food ‘ ’ ENAT
e and Beverage and MICE sectors all

UN Tourism

How to apply ISO Standard 21902
Accessible tourism for all’

Recommendations for
accommodation, food &
beverage and MICE®sectors

Fundacion

In collaboration with Sustainable Hospitality Alliance, International Circle of Hospitality
Directors and European Network for Accessible Tourism (ENAT).



AccessibleEU- free online Training Courses
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s ENAT

Accessible
centre

EU

Introduction to Accessibility of the Built Environment,
3rd Edition

Module 1: Introduction to Accessibility in the Built Environment
Module 2: Accessibility and Universal Design

Module 3: The Social and Economic Benefits of an Accessible Built Environment
Module 4: The Diversity of Users

Module 5: Legal and Policy Frameworks

Module 6: Accessible Built Environment Standards and Guidelines
Module 7: Procurement and Accessibility

Module 8: Accessibility Tools

Module 9: Stakeholder engagement

Module 10: Accessibility in Housing

Module 11: Accessibility in Hotels and other Serviced Accommodation

Visit https://accessibleeucentre.criteria -campus.com/
Additional Courses:

A Accessible Technology Design, @& Edition
A An Introduction to Accessible Public Transport, ® Edition

[ Too Too To Too Too Too T T T To T


https://accessibleeucentre.criteria-campus.com/
https://accessibleeucentre.criteria-campus.com/
https://accessibleeucentre.criteria-campus.com/

We aaAaw HEUEH RAG U WICSEEN- G

VISITFLANDERS 7 Fanders

BOUR2IJIt ¢cad! W23t RNUWIT WN

A Making environments, venues and services
suitable for the widest range of customers:

A Ensuring equal opportunity for everyone to
feel welcome and enjoy tourism
experiences, independently or together with
others

Ambx 1J¢c 2 RrdnNUAYI 6 RUT woWw

1) Pieter Ghijsels, former Accessibility Information Officer at
VisitFlanders
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Thank you for your attention!

Web: www.accessibletourism.org

Email: enat@accessibletourism.org




