OVERCOME CORONA AND IMPROVE YOUR SERVICE IN ONE EASY
The corona crisis is hitting the tourism sector hard. With a lot of creativity we try to build in the necessary measures in a way that keeps travel attractive and allows any company to overcome this period. UNWTO, the tourism organization of the United Nations, nevertheless sees a bright future if we develop a broader view of “the tourist” and tailor our services to a wider audience: young and old, with or without disabilities ... The organization makes a series of recommendations for different industries: tour operators and information offices, transport services, lodging, cafes, restaurants, attractions, activities and guides. The tips are meant on the one hand to keep everything safe and doable for everyone and on the other hand they help to restore the trust of visitors and guests.
WE INTRODUCE THE GENERAL PRINCIPLES.
1 This new way of working requires a lot of communication: with your visitors, with your business partners… A good start is to take a critical look at your information, instructions and warnings. Can you make them easier to read, both in terms of language and form? Another rule of thumb that returns a few times in the recommendations: make visible information (text, icons, subtitles) also audible - for example with sound signals, spoken information - and vice versa. The message reaches your customers so much broader. Tangible information also fits in the list (Braille, relief), but disinfect these objects regularly, because they are often touched.
2 Contactless and digital are often recurring words. It is now perfectly possible to offer online reservation and contactless payment, to make your catalog or menu digitally ... A QR code is often sufficient to lead your customer to the right app or website. Make sure that these sources are punctually updated and easily accessible (take the AnySurfer criteria into account).
3 We all sometimes get lost in this maze of precautions and rules. In addition, the added arrows, signs and screens and the relocated furniture can create unintended obstacles. Check that you have at least 90 cm of free passage everywhere, a bit more in a bend. It is good to pay extra attention to this, even when it comes to footpaths and sidewalks.
4 More frequent and more thorough brushing or disinfection is the rule nowadays. Also think of zones and objects that the average visitor does not use, but people with a disability do.
5 In other ways too, the “human” factor has become extra important for our tourism. A helping hand where necessary, a personal word of explanation ... VISITFLANDERS provides training courses to respond well to a wide audience. The leaflets with “10 tips” for customer-friendly reception, food and beverage outlets, travel agencies, tourist information offices and visitor centers will certainly give you good ideas.
6 Sometimes the human side clashes with the foreseen procedures. Safety officers have the important task of identifying which rules can be given an alternative if they unnecessarily hinder some customers. For example, queuing is difficult for those who cannot stand up for long. Is it necessary for everyone to stay in line or can you also determine the order of operation differently? Also, try to resist the temptation to close off disabled visitors facilities for safety reasons. You are better looking for a way to (continue to) serve all customers, regardless of their specific needs. This way you avoid discouraging potential customers (and their fellow travelers).
You can read the concrete UNWTO recommendations per subsector (in English) here: www.accessibletourism.org/resources/reopening-guidelinesunwto-20200730.pdf
TRAVEL PLANNING AND INFORMATION
• Update information, instructions and warnings in a legible, clear form and language so that all your customers know what is expected of them.
• Offer more information also in Braille and disinfect regularly, because these objects are touched more often. If you are introducing a new sound signalling, consider alternatives (video with subtitles, images, icons, QR codes, voice messages on the rise).
• Provide contactless payment and ticket machines.
• Take accessibility into account when designing websites and apps and ensure that these channels contain all information about accessibility, especially everything related to COVID-19 travel advice and warnings.
• Use clear face masks and face shields if possible so that everyone can better understand the most important instructions.
• Remind everyone regularly of the distance rule and, for example, help foreign-speaking travelers with this.
• Think about where to place signs, disinfectant gel pumps and intermediate screens so that they do not form unnecessary obstacles for people with disabilities. • Ask if you can help, especially if you see someone having difficulty putting on a mouth mask or if someone needs help using a disinfectant pump.
• Avoid unnecessary furniture and make sure that the furniture does not get in the way.
• Use beacons if possible. Beacons that communicate with the smartphone are a new technology to make it easier to find the way that can also be used by blind and partially sighted visitors.
• Make complaint forms available via a QR code.
• Coordinate with the tourist services to always provide the most correct, current and clear instructions.
• Stay in touch with tour operators, travel agencies and other information services so that they can also correctly inform customers with accessibility questions about your measures.
TRANSPORT
• Train your employees so that they can correctly inform customers with accessibility questions about the new rules.
• Maintain reserved seats for people with disabilities, the elderly, pregnant women and others in a way that is safe for everyone.
• Rework of procedures at airports, stops and stations for disabled passengers. Ensure hygiene and disinfection precautions are taken wherever human contact is possible.
• Regularly disinfect wheelchairs and other aids used for assistance.
• Advise passengers, if possible, to travel directly as much as possible to reduce risk of contamination or obstacles.
• Indicate which repair and rental services are available near the station and when they are open. This is useful information for passengers using an aid.
ACCOMMODATION, CAFÉS AND RESTAURANTS
• Make your desk easily accessible. If possible, adjust the height, also of intermediate screens and signage. Telecoil makes spoken explanations easier to understand for people with hearing aids. Provide some seating for those waiting so that everyone feels comfortable entering and checking out.
• Use online solutions such as an app or QR code as much as possible, for example for checking in and out, menus, catalogs ... Think about which things you could operate without touching, such as the hand dryer or doors (for example with a key card ). • Place tables sufficiently apart. Not only is this safer, they also allow customers to move comfortably between the tables.
• Keep footpaths and sidewalks sufficiently clear so as not to hinder customers and passers-by with disabilities.
• Also clean and disinfect the accessible toilet more often.
• Do you use disposable cutlery or other disposable materials? Some customers may require assistance with unpacking. Make your staff aware of this so that they can offer help where necessary.
• Train yourself and your employees to think in a solution-oriented way and go through your safety plans in view of obstacles.
• Make sure that all customer areas, material and surfaces are regularly and thoroughly cleaned.
ACTIVITIES, MUSEUMS, ATTRACTIONS
• In museums, consider which deviations or alternatives to the regulations are possible for those who need them. Think of queuing, allowed bags, certain security procedures that, if necessary, can also be applied in a different way ...
• Provide sufficient reserved places for visitors with disabilities when setting up a cinema, theater or concert hall.
• Try to resist the temptation to exit accessible functions.
• See which items are being touched and adjust the precautions accordingly. Amusement parks, sports and fitness halls certainly have their own possible risks.
• Pay extra attention to the cleanliness of accessibility equipment at swimming pools and beaches.
• As a guide, see how and where you can adjust your route if necessary. The precautionary measure to guide smaller groups offers opportunities to better respond to the elderly and people with disabilities in the company. Consider the use of material, information and planning of the visit
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