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Welcoming your blind and partially sighted customers – tourism
Introduction

We have written this factsheet especially for the tourist industry to give a better understanding of how to make holiday services more accessible to blind and partially sighted customers.
What is visual impairment?

The term “visual impairment” is used to describe a wide range of sight problems from partial sight to total blindness. You may be surprised to learn that sight loss is one of the most common causes of disability in the UK, with almost two million people living with sight loss.

RNIB is the leading charity in the UK responding to the enormous challenge that blind and partially sighted people face every day, enabling them to determine their own lives as equal members of society.

We provide products and equipment that help blind and partially sighted people to deal with difficulties and get the best out of life.

Who are my visually impaired customers?

Blind and partially sighted people are just like everyone else, except they have little or no sight. They go to school, college and university, get jobs, bring up families, watch TV, enjoy holidays, hobbies and leisure activities. They may need assistance to do some or all of these things.

Visual impairment differs enormously from person to person and there are quite often simple factors that can help a blind or partially sighted person enjoy a holiday. Many older visually impaired people may also have additional disabilities such as mobility difficulties or hearing problems.

Why cater for blind and partially sighted people?

The Equality Act 2010 requires that service providers, including travel agents, tour operators, hoteliers and tourist attractions, should not discriminate against people because of their disability. The legislation also states that changes have to be made to the way services are provided so that disabled people can access them more easily.

Many disabled people are keen to travel, just like everyone else, and people with sight loss make up an important part of the disabled market. Blind and partially sighted people often travel with friends and family and frequently return to places where they have received good service.

It makes good business sense to understand more about how you can cater for your visually impaired customers.

How do I make my service more accessible?

There are many easy things you can do to make blind and partially sighted customers welcome.
Make sure blind and partially sighted people can access your premises

How easy is it for a person with sight loss, or in fact, any disabled person, to come and visit you? 

Simple, low cost adaptations can help make your building accessible to all your customers, for example, marking glass doors, providing a handrail on stairways, using contrasting colours and tactile markings to highlight steps, edges and obstacles. Good lighting and clear signs are also helpful.

Consider having an access audit of your facility from which you can develop a strategic and cost-effective plan of action. This can include all aspects of the facility from the entrance area, through to suitable facilities for guide dogs. 

Many of the issues that affect blind and partially sighted people in the built environment also affect many other customers, including older people, wheelchair users and people with pushchairs and prams.

Make sure your staff know how to meet and greet a blind or partially sighted customer
As with any other customer, the initial welcome and general attitude of your staff will play a vital role in making a customer with sight loss feel valued and welcome.
Knowing how to meet, greet and guide a blind person can play a key role in helping them to decide whether to return and use your service again. Don’t be afraid to say things like “See you later” or “Nice to see you”. Always offer help, asking how you can best assist, but don’t be offended if it is not needed.

Very often, any difficulties can be overcome by ensuring that staff are caring and understanding. It is important to make sure that all staff feel comfortable dealing with visual impairment issues. RNIB can help you with staff training. For more information, refer to the details at the end of the leaflet.

Make sure your information is accessible

Accurate, accessible information helps people decide for themselves whether a holiday or activity is suitable.

Imagine how frustrated you would feel if you couldn’t read the small print of your holiday brochure, read the menu in a restaurant or the fire instructions in your hotel.

These are real issues for blind and partially sighted people. People with serious sight problems need the same information as everyone else, but you may need to present it in a different way. 

Braille is an important communication method used by some blind people, but two out of three people with sight loss can still read clear or large print. This is easily produced on a word processor by changing font sizes and print type (guidelines on how to produce clear print are available from RNIB). For those who don’t read braille or large print, you could produce information in audio or as electronic files to read on a computer.

Market your service effectively

If you provide literature promoting your service, consider whether someone with a sight problem will be able to access it. 

There are many ways in which a blind or partially sighted person will hear about you – it may be through RNIB or a local society for the blind, on the radio or through a Talking Newspaper. Word of mouth is still one of the most effective forms of promotion. If you have a website, is it accessible to blind and partially sighted people?

By welcoming your blind and partially sighted customers and creating a positive holiday experience from start to finish, you are likely to increase business, customers and profit!

What should I do now?

· Think about how your service is delivered from start to finish. Consider whether there are any areas you can improve on.

· Consult with local groups of blind and partially sighted people to find out how you can best meet their needs.

· Familiarise yourself with the Equality Act and consider whether your service complies with it and is accessible to disabled people.

· Consider having Equality Act, disability and visual awareness training for your staff as part of new staff induction and ongoing manager’s responsibilities.

· Consider having an access audit of your premises.

· If you have a disability policy, does it need updating? Are all your staff aware of your policy?

· If you don’t have a disability policy, consider having one. Make sure that any complaint procedures are accessible to all your customers.

· Ensure that your communication channels allow people with sight loss to fully access all your services. If you have a website, make sure that blind and partially sighted people can access it.

· Use the ABTA “Checklist for Disabled and Less Mobile Passengers”. See ABTA contact details at the end.

For more copies of this factsheet please contact the RNIB Helpline.

Useful contacts

ABTA

30 Park Street, London, SE1 9EQ

t:  020 3117 0599
www.abta.com  
Equality Advisory and Support Service

FREEPOST EQUALITY ADVISORY SUPPORT SERVICE FPN4431
t: 0808 800 0082

www.equalityadvisoryservice.com 
RNIB Access Consultancy Services

Pan-disability environmental access audits, design appraisals, information and advice.

businesslink@rnib.org.uk 
rnib.org.uk/accessconsultancy 
RNIB Helpline
0303 123 9999
helpline@rnib.org.uk 
rnib.org.uk
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