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How can Isle of Wight businesses be more inclusive and benefit 
from the purple pound?

Ross Calladine, Accessibility and Inclusion Lead, VisitEngland & Government-appointed Disability 
& Access Ambassador for Tourism; Neil Chapman, Managing Director, Hovertravel 01.02.24
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About me

• Accessibility and Inclusion Lead at VisitEngland.

• Accessibility specialist, developing initiatives that help tourism businesses and 

destinations tap into the high value, growing accessible tourism market.  

• Led the development of best-in-class accessibility toolkits for tourism 

businesses and destinations. 

• Manages VisitEngland’s Accessible & Inclusive Tourism Award, which 

recognises leaders in the field. 

• Convenes England’s Inclusive Tourism Action Group comprising leading 

accessible tourism stakeholders.

• Regularly speaker at national and international accessibility industry events.

• Appointed Disability and Access Ambassador for Tourism by the UK 

Government in January 2022. 



Government ambition

Tourism Recovery Plan

“For the UK to become the 

most accessible tourism 

destination in Europe by 2025”

Key measure - increase inbound visits by 

disabled people by 33% (Tourism Sector Deal 

2019)



Who?

Who are we talking 
about?

Science Museum, London



1 in 4
of the UK population is disabled, 

which may affect where they 

choose to stay or visit

Family Resources Survey 2021/22, 24% (16 million)



Only 7%
of disabled people are 

wheelchair users

Wheelchair Alliance report and Family Resources Survey 2018-19



Who else has accessibility requirements?

People with:

Sight loss
Physical or mobility impairment

Learning difficulty or intellectual disability

Dementia
Mental health condition

Social/communication impairment/ neurodivergent people

e.g. an Autistic Spectrum condition

Long-term illness/health condition

Older people

Families with young children

People with dietary requirements

And others!

Hearing loss and 

D/deaf people



Unique requirements

• When travelling with health conditions, the considerations are complex and 

multi-faceted 

• Each disabled individual typically has two conditions 

• The average trip party has two or three different conditions to consider

• People with the same impairments often have different accessibility 

requirements

• Therefore requirements for each booking from this audience are unique 

Average no. conditions 

mentioned in party 

Average no. disabled 

individuals in party

Average no. conditions 

per disabled individual

2.4

1.5

1.9



On average a person 

will spend 8 years 

disabled in their 

lifetime

John Sage



The Accessible Tourist Profile

The Accessible tourist is:

• Influenced by previous bad travel experiences

• Sceptical when something is described as ‘accessible’

• Anxious that their accessibility needs won’t be met

• Impacted by the least accessible part of the trip

• Loyal to companies who meet their accessibility requirements

Adapted from John Sage



Why?

Why is this relevant 
to tourism 
destinations and 
businesses?

Science Museum, London



The business case

England trips taken by those with an impairment and their travelling companions

Great Britain Day Visitor Survey (July 2022 to June 2023), Great Britain Tourism 
Survey (July 2022 to June 2023) and International Passenger Survey (2018).



Building the ‘3 Rs’

• Revenue
A valuable market; attracting the spend of someone with accessibility requirements attracts the spend of their entire travelling

party, which can really help build your revenue

• Resilience
Loyal and repeat customers who stay longer spend more, extend your trading season; being accessible can help rebuild 

business after the COVID-19 pandemic and build your business’ resilience

• Reputation
Understanding customer’s individual needs and focusing on customer service will get your customers talking positively about 

you, helping to build a strong reputation

Tourism for All UK



1 in 4
return to accommodation they visited before

either because it has the specialist facilities 

needed and/or it removes the stress and effort of 

trying to find somewhere different 

Source: VisitEngland Consumer Research 2022



Accessibility is an opportunity not 

just a responsibility

Stay legal, make more money and 

feel good by doing the right thing



What and 
How?

What is accessible 
tourism and how do I 
engage?



“Tourism experiences that can 
be enjoyed by people with 

physical, sensory and cognitive 
impairments and others with 
accessibility requirements”



Three Pillars of Accessible Tourism

Customer Place Information Employment Public Realm 

& TransportCustomer 

welcome 

and 

interaction 

Built 

environment, 

amenities 

and services

Information, 

marketing 

and digital 

inclusion 

Employment 

of disabled 

people



“Understanding and empathy 

can’t remove physical 

barriers but they can go a 

very long way to mitigating 

them”



Accessibility Guides

• Today’s traveller wants venues to be described factually to empower 

them to make personal choices

• To drive forward the provision of robust, publicly available Detailed 

Access Guides for tourism venues across England, VisitEngland is 

joining forces with AccessAble, a leader in quality accessibility 

information provision.

• From February 2024, use the new AccessAble portal to book either a 

Guided Assessment or On-Site Assessment

• a professional access surveyor will create a quality-assured Detailed 

Access Guide. 

• A discount code will be emailed to all existing users of the current tool. 

• All guides will be searchable on AccessAble’s website, currently used by 

6 million people a year, with businesses also receiving an Access 

Improvement Report.

• The current tool at AccessibilityGuides.org, will close on 30 June 2024.

A customer-facing online guide that details the accessibility of a tourism venue so that people with accessibility 

requirements can make an informed decision as to whether it will meet their individual needs or not



Top Tips for businesses

▪ Train all staff in disability awareness and ensure they are familiar with 

accessible facilities, services, equipment and evacuation procedures

▪ Always welcome assistance dogs

▪ Provide a hearing loop and test it regularly

▪ Ensure your website meets accessibility standards and all written 

communications with customers are available in accessible formats

▪ Provide accessible ways for disabled customers to give feedback, acting 

and responding promptly to comments.

▪ Provide sufficient accessible parking spaces and drop-off areas

▪ Include images of disabled people in your marketing

▪ Appoint an Accessibility Champion and encourage accessibility 

ambassadors.

▪ Provide accessible toilets and ideally a Changing Places facility

▪ Provide an ‘Access for All’ section on your website 

▪ Provide a detailed and accurate Accessibility Guide to promote your 

accessibility. 

▪ Provide a step-free entrance.



New Accessible & Inclusive Tourism Toolkit

• A holistic toolkit with real-life case studies, top 20 tips, actionable checklists and technical guidance for the 

built environment

• Help to develop tourism businesses that people with a wide range of accessibility requirements can enjoy

• Practical guidance on improving accessibility across the key areas of Customer, Place, Information and 

Employment

• Over 30 charities, trade associations and independent assessors co-produced the content

• Launched 30th Nov. ahead of International Day of People with Disabilities 2023

• Free to access on the Business Advice Hub, part of the new VisitEngland and VisitBritain industry website

• A live resource; Mima will be supporting VE to evolve and update the guidance

Business
 Toolkit

Destination
 Toolkit
Business
 Toolkit



New Accessible & Inclusive Tourism Toolkit

visitengland.org/access 

Main Toolkit

Holistic guidance with 

real-life case studies

Top 20 Tips

Downloadable 

business-specific top 

tips

Action 
Checklists
Downloadable 

business-specific 

actionable checklists 

to plan and prioritise 

improvements

Technical 
Guidance

Built environment 

guidance for 

renovations, 

conversions, new 

builds



VisitEngland Business Advice Hub

More accessibility tips and other free resources to help businesses to 

succeed and grow 

• Links to external resources

• Sustainability guidance

• Fire Risk Assessment Template

• Digital Marketing Toolkit

• VisitEngland Awards for Excellence

• Pink Book of Legislation (12th edition out now)

• TETTW Inbound Tourism Toolkit 

• TXGB

• And much more!

www.visitengland.org/businessadvice



For practical guidance, case studies and top tips on 
Accessible & Inclusive Tourism visit:

visitengland.org/access

@VisitEnglandBiz @RossCalladine

Ross.Calladine@visitengland.org



Our Journey – Access for all

Hovertravel – VIOW Conference – Thursday 1st February 2024 



Our Passion for Service 

‘to continually develop our services through

our community, partnerships

and sharing best practices’

this will ensure …‘Access for all’ 



Accessibility - our journey 

 Our People – a team of passionate people

 Hovercare - Brand Identity, with clear objectives   

 Creation of Hover Care Leaders & Ambassadors

 Training, Learning, Listening and sharing from customers, stakeholders & specialists

 Meeting the statutory requirements … but its is about going further 



Reach out to the Community & Industry 

 Community Engagement

 User Group - HUG  

 NHS Trust

 Sharing best practices

 Charities’ involvement



Involve the teams

 Get involved 

 Sharing & learning from feedback

 Listening to ideas

 Involve in training 

 HoverCare is our framework for innovation

 HoverCare is part of quality management system



Events; Try Before you Fly 



We don’t always get it right



But the feedback can be so rewarding



How can we work together 

on the island 

 Focus your business ensuring its accessible for all, where ever 

possible.

 Treat accessibility as customer service. 

 Develop a Inclusive thoughts in all we do   

 Information – say what you have, not what you haven’t – VIOW 

accessibility guide. 

 Become a Sunflower Member – do the training online – its free !

 Dive in and learn from others and some great organisations and 

charities on the island.

 Don’t be afraid to make a mistake.

 Enjoy the feedback when it works.   



The benefits of the Accessibility market 

 Greater service with reduced mobility

 Greater confidence in travelling by those with reduced mobility

 Improved the profile of the business in the community and beyond

 Greater confidence in our staff

 Giving the company a clear structure and focus in this area of the business

 Increase in sales



Go for it ….. Join us on the journey

 We were very proud to be accredited by the DFT as of a status of  ‘Leader – Inclusive 

Transport Leaders scheme’  since 2020, but our work continues to ensure the accessibility of 

our transport & destinations is available for all.

 Love to hear how we can welcome all those with hidden and reduced mobility to our Island.

 Neil Chapman – Managing Director;  neil.chapman@hovertravel.com

 Thank you … Like to share best practices with Hovertravel – get in touch. 

mailto:neil.chapman@hovertravel.com


visitisleofwight.co.uk

Q&A


	Blank Page



