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Who are they?

Tourists with disabilities



Which approach towards tourists with 
specific needs?

A tourist with disability is

FIRST OF ALL

a tourist, someone wishing to go on 
holidays in a destination of his choice.



The TARGET  group

Customers with disabilities:

Ç Are NOT a segment of their own 

Ç Have a purchasing behaviour similar to any 
other tourist, even if 

Takes into account the ñspecificò needs of each 
individual



PROBLEMS and



PROBLEMS FOR TOURISTS WITH
SPECIFIC NEEDS

Their CHOICE is not FREE, but...

Ç is influenced by the level of 

ACCESSIBILITY of the DESTINATION

Ç depends on the AVAILABILITY of 

technical specific information on the 

various components of the tourist 

product



THE CHAIN OF TOURISM 
SERVICES

Åpre - travel organization
Åtransport
Åhotel accommodation
Årestauration 
Åcultural activities
Åsports
Åentertainment
Åshopping
Åcomplementary services



THE CHAIN OF TOURISM 
SERVICES

All the elements are linked together by a logical, 
operational and behavioural thread which makes 
them a ñuniqueò

Each element must grant to the others:
integration

accessibility
competency

comfort
quality



How?

ÅFacilities

ÅResources

ÅInformation

Use of the Chain elements

INFORMATION



PROBLEMS FOR TOURISTS WITH 
SPECIFIC NEEDS

INFORMATION

ÇWhere to find then, whom to ask

Ç Be sure they are reliable 

( collecting criteria, meaning, 

distribution, collection date....)



IDENTIKIT  OF THE TOURIST WITH 
SPECIFIC NEEDS

Åone out of three looks for information before departure:
- in Internet
- by word of mouth ( friends and relatives)
- using specialised Guides

Årely on specialized magazines ( 2 time more than other 
tourists) while has a lower level of confidence with travel   
agencies

Åshow a high level of dissatisfaction for information on  
destination : for  37% information are NOT or PARTIALLY
reliable. 



Some answers



Provision of information services

Public Bodies have strongly sustained  
and financed local, regional and 
national Contact Centers as a bridge 
towards a quality approach to travel 
experiences for tourists with specific 
needs



ñRoma per Tuttiò
Service Center for tourism, 
information and mobility of people 
with disabilities in Rome

financed by:

operated by:



The Service is active since 1996.

ÅEmploys 17 people of whom 14  are 
people with disabilities

ÅHas processed more that 50.000 
requests for information and advice 
( 20% in English)



üan information contact center 

üa Web Site with a DB of more than 3500 

tourist facilities

ü free guided tours

ü local animation 

üawareness raising in schools

offers:











Presidio del Lazio
Regional Service Center for autonomy and 
different abilities

To be informed is a RIGHT!


