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Abstract

Individuals with disabilities, who represent a significant minority throughout the world, must be included in all areas of life. Tourism,
which is one of these main areas, should include the needs and desires of individuals with disabilities. The aim of this study is to find
out the difficulties’ individuals with disabilities face in tourism and how to overcome them. A semi-structured interview technique was
used for this purpose and the stakeholders serving in the tourism sector, members of the disability associations and tourists with
disabilities were reached. As a result, it is found that tourists with disabilities mostly experience bad attitudes and behaviors from the
tourism staff and face some difficulties during their transfer due to architectural barriers. In order to overcome these obstacles, tourism
design should be given importance for all types of disabilities considering the individuals with disabilities when planning tourism

activities.
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1. Introduction

In modern societies, the removal of barriers to the partic-
ipation of individuals with disabilities in the social life and
ensuring their adaptation to all segments of life is an im-
portant indicator. When all the social structures are exam-
ined, the existence of individuals with disabilities cannot be
ignored. As Burkhauser & Daly (1994) suggest Germans
with disabilities on average earn only slightly less and enjoy
the same household income as those without disabilities;
while Americans with disabilities earn substantially less and
face an income gap of more than 25% compared to those
without disabilities. Access to all kinds of services that indi-
viduals with disabilities need to maintain their vital activities
are not only an improvement made for them, but also a factor
increasing the quality of life for everyone. The individuals
with disabilities represent a significant minority across the
globe and constitute a growing niche market group. In order
to get more shares from the world tourism market, the tour-
ism sector has to provide easy access to tourism activities for
individuals with disabilities within the concept of accessible
tourism. When the expectations of tourists with disabilities
and their companions are understood correctly, necessary ar-
rangements can be made easily for their access to tourism
sector.

It is estimated that around 1 billion individuals with dis-
abilities are in the world and more than 2 billion people, rep-
resenting about 1/3 of the world's population, are directly af-
fected by disability, considering their spouses, children and
caregivers (UN-Disability Department of Economic and So-
cial Affairs, 2018). In general, when the number of individ-
uals with disabilities in the whole world is examined there
are approximately 53 million people in the United States, 4
million in Spain, 11 million in Pakistan, 9 million in Turkey,
7 million in Japan, 54 million in India, 66 million in China,
14 million in Germany and 9 million people in France
(Darcy & Dickson, 2009). While these data represent a huge
potential market for travel and tourism, tourists with disabil-
ities still cannot benefit largely from tourism services due to
discriminatory policies along with inaccessible travel and
tourism facilities and services.

Accessible tourism enables all people to participate in
tourism and to meet with tourism experiences. Individuals
with or without a disability need access to tourism activities.
For example, older and less mobile people or pregnant need
access, as well. This situation can become a big obstacle dur-
ing the travels. For this reason, accessible tourism is in a
continuous effort to ensure that tourists have access to all
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tourist products and services, regardless of their physical
limitations, barriers or ages. Accessible tourism includes
publicly available and privately-owned tourist sites, facili-
ties and services. Accessible tourism involves a collabora-
tive process between end-users, including all stakeholders,
governments, international agencies, tour operators and in-
dividuals with disabilities and their organizations (NGOs).
A successful tourism product requires effective partnerships
and cooperation in many sectors at regional, national and in-
ternational levels. From idea to practice, access to infor-
mation needed to visit one destination includes several fac-
tors such as various types of long-distance travel, local
transport, accommodation, shopping and dining. Thus, the
effect of accessible tourism goes beyond the tourist benefi-
ciaries and increases accessibility of the social and economic
values of the society (Coleman, 2006; Miller, 2004; Wakiya,
2011).

The United Nations Convention on the Rights of Persons
with Disabilities (CRPD) was adopted by the General As-
sembly of the United Nations (UN) in December 2006. In
Article 9 of the CRPD; with regard to Accessibility, it is
called upon to take appropriate measures to ensure that indi-
viduals with disabilities have equal access to the physical
environments as other healthy individuals. This situation is
considered within the scope of information given, transpor-
tation and other facilities and services. It also requires the
elimination of barriers to accessibility, including all
transport and facilities. Furthermore, in Article 30 of the
CRPD; The States Parties to the Convention are called upon
to ensure the participation of individuals with disabilities in
cultural life, recreation activities, entertainment, sporting ac-
tivities and all tourism activities.

The participation of Presidents of various States was en-
sured at the UN Disability and Senior Development History
Meeting held in 2013 and issues related to the disability and
development were discussed at the meeting. With this meet-
ing, mainstream was increased for disability in the global
development agenda and call for action was announced. In
addition, UN Secretary General Ban Ki-moon invited the in-
ternational community to make all cities accessible in his
message on World Habitat Day in 2013. Thus, the disability
organizations no longer focus on the individual’s impair-
ment or disability, but on society’s obligations to remove
physical and social barriers (Gilad & Rimmerman, 2014).

There are many access barriers that individuals with dis-
abilities face during their travels and tourism activities. For
individuals with disabilities, traveling is often difficult,
costly and time consuming to find information about acces-
sible services, check the baggage of an airplane or book an
accommodation. In this context the types of obstacles the in-
dividuals with disabilities face during their tourism activities
are summarized in the following items (UN-Disability De-
partment of Economic and Social Affairs, 2018):

* The presence of untrained staff who can inform and ad-
vice on accessibility issues,

* Inaccessible booking services and lack of relevant web-
sites,

* Lack of accessible airports and transfer services;

* Access barriers to adapted and accessible hotel rooms,
restaurants, shops, public places, etc.

* The presence of inaccessible streets and transportation
services,

¢ Unattainable information on accessible facilities, ser-
vices and tourism destinations.

When looking at the barrier’s tourists with disabilities
face, it is understood that one of the main problems comes
from not working with specialist personnel who have ade-
quate information on disability tourism. Other barriers faced
occurs when booking, in accessing to airports and in provid-
ing transfers, as well as in local transportation services in the
destinations they visit such as the hotels, shops, restaurants,
etc. Basically, the regulatory measures that can be addressed
in three categories, will allow individuals with disabilities
access to tourism. These categories include the provision of
assistive materials (wheelchairs, etc.) to enable individuals
with disabilities to use their skills at the highest level; envi-
ronmental and structural improvers (elevators, ramps, etc.)
and changes in the attitudes and behaviors of local people
and tourism workers towards individuals with disabilities
(Figueiredo et al., 2012; Wakiya, 2011).

In line with the fact that providing the right information
to tourists with disabilities and understanding the needs of
them through the arrangements done in tourism establish-
ments may lead to an increase in the number of visitors. Fur-
thermore, increasing the accessibility of tourism services
will increase the quality of services offered and the benefit
of all tourists. In addition, these positive developments will
serve as a basis for increasing the quality of life in local com-
munities. The European Commission (EC) is committed to
increasing the accessibility of tourism through a series of ac-
tions. Accessible tourism makes it easier for everyone to en-
joy the experiences of tourism. Making tourism more acces-
sible is not just a social responsibility; it also has a compel-
ling force to improve accessibility as it can increase the com-
petitiveness of tourism. The European Union (EU) supports
co-financing projects related to the design, implementation
and marketing of accessible tourism routes. The main pur-
pose of these projects is to increase the existing travel op-
portunities for individuals with special access needs, to en-
courage socialization of individuals with disabilities and
also to improve the skills of staff in the sector (EC, Accessi-
ble Tourism, 2018).

Individuals with disabilities usually travel with their
companions, it can be said that the potential figure traveling
in Europe is 130 million people and their approximate tour-
ism expenditure is more than 80 billion Euros. In all hospi-
tality facilities having the tourism operation license given by
the Ministry of Culture and Tourism in Turkey, there are a
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total of 1176 rooms for the individuals with disabilities in
Turkey (www.tursab.org.tr). However, the studies show that
Turkey doesn’t fully comply with the standards in terms of
the accessibility of tourism for individuals with disabilities
due to the overall structure of facilities and unsuitable rooms
for them and the service staff (Bulgan, 2014). If Turkey
makes the necessary arrangements for disability tourism, a
significant increase in tourism revenues can be achieved by
benefiting from individuals with disabilities, who usually
travel in low season and has an extending effect on the tour-
ism season. The problems identified by Turkey Travel
Agencies Association (TURSAB) Accessible Tourism
Committee are as follows (www.tursab.org.tr):

* The lack of adequate vehicles for the public transport
of the individuals with disabilities,

* Improper design of touristic attractions, the museums
and the ruins for individuals with disabilities (lack of toilets
and lack of proper ramps for individuals with disabilities,
etc.),

* The lack of free parking facilities and appropriate signs
for the individuals with disabilities,

« Difficulties due to the lack of spatial arrangements
which facilitate the procedures at border gates for the guests
arriving in Turkey with their own car,

* Lack of equipment to enable individuals with disabili-
ties to benefit from the services in public buildings such as
hospitals, health centers, police stations, etc. (when plan-
ning, it should be considered that there are physically, audi-
tory, visually and mentally individuals with disabilities),

* The absence of private authorities where the individu-
als with disabilities can apply,

* According to the Regulation on Certification and Qual-
ifications of Tourism Facilities, only the hotels and holiday
villages with a capacity of 80 rooms and more are required
to have rooms for individuals with disabilities at the number
of 1% of the total room capacity. But the enterprises keep
this at a minimum level. Thus, the number of rooms for in-
dividuals with disabilities even in accommodation centers
with 300 rooms is not more than 3,

* Some of the rooms which already exist are not at the
standard to meet the needs of them,

* Although arrangements for the use of physically indi-
viduals with disabilities at the entrance of the facilities, pub-
lic toilets, eating-drinking units, break points, theme parks
and entertainment centers have been specified to be made in
the mentioned regulation, these articles have never been ful-
filled in tourism enterprises or no adequate arrangements has
been made.

The above findings indicate that Turkey has not yet ad-
dressed the disability tourism market. Scarcity of studies re-
lated to disability tourism and the lack of legislation and im-
plementation also has a negative effect on the developments

in disability tourism in Turkey as well as in the world. By
making the necessary arrangements immediately, Turkish
tourism will be able to get into this important niche market.

Within this study, the difficulties that tourists with disa-
bilities encounter and whether they are included in tourism
design have been examined through interviews conducted in
Antalya, the city with the most bed capacity for tourists with
disabilities in Turkey. In all accommodation establishments
providing accommodation for individuals with disabilities in
Turkey, there are only 1176 rooms in total which more than
half of them are located in Antalya, a city in the south coast
of Turkey. Antalya, being the 1% city in Turkey and the 3™
in the world that hosts foreign tourists, has more 5-star hotels
than Spain as a whole, which has around 400 hotels only.
The statistics show that Antalya has hosted more than 13
million tourists in 2018. Therefore, this study is carried out
in Antalya. With the interviews carried out in this study the
employees at state institutions, local administrations, tourist
information offices, tourist attraction centers, transportation
enterprises, tourism enterprises, non-profit organizations,
disability communities, the members of the disability asso-
ciations and tourists with disabilities were reached. As a re-
sult, the tourists with disabilities are mostly not included in
tourism activities due to the fact that they are seen in minor-
ity, the tourism personnel are in lack of training and
knowledge about the tourists with disabilities and the exist-
ing physical difficulties depending on the nature of tourism
activities. Thus, there is a need for employees with
knowledge about tourists with disabilities as well as im-
provements in the architectural structures, especially in
transportation to facilitate the access to tourism activities for
tourists with disabilities.

2.Literature Review

Murray & Sproats (1990) argue that individuals with dis-
abilities would like to participate in tourism, but the existing
barriers must first be removed. When the studies on disabil-
ity tourism in the world are examined Oxley & Richards
(1995) have found that travel expenses of individuals with
disabilities are not more than healthy individuals. Darcy &
Daruwalla (1999), determined that the obstacles to the satis-
faction of the tourism experiences are economic, physical
and attitudinal. In another study Foggin (2000) has deter-
mined that individuals with disabilities are not satisfied with
the services provided by tourism service providers. Burnett
& Bender (2001) revealed that the type of disability of indi-
viduals also directly affect the travel decisions. In Parker
(2001)’s study on the change of attitude towards individuals
with disabilities in Asia, it is mentioned that according to
World Tourism Organization data of 1997, individuals with
disabilities living in each country are 12-15% potential tour-
ists and this ratio will increase by 2 times in 2020. In a study
conducted by Israeli (2002), it is stated that individuals with
disabilities constitute an important market segment but they
have not yet served well in the tourism sector. In their study,
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Miller & Kirk (2002) have attempted to explore to what ex-
tent the tourism industry in the UK was affected by the Dis-
ability Discrimination Act and increased the performance in
the tourism sector according to the Act. They have found
that the services provided for the individuals with disabili-
ties should be improved in the tourism sector. Takeda &
Card (2002) investigated the challenges people who have
difficulty walking face in the services and package tours pro-
vided by U.S. tour operators and travel agencies and it was
determined that the Americans with Disabilities Act (ADA)
was not fulfilled. In Snyman (2002)’s study, it was seen that
individuals with disabilities have access barriers to tourism.
Amanda (2003)'s research found that ADA, which has sanc-
tions promoting the participation of individuals with disabil-
ities in tourism activities is disregarded. However, according
to the findings of Sielschott (2003), it was determined that
the hotel enterprises located in the USA and participated in
the study were compatible with ADA with a rate of 61%.
The study on the individuals with physical disabilities living
in China conducted by Bi (2007), found that individuals with
physical disabilities had to struggle with the barriers of ac-
cess in tourism.

Breedt (2007), in his study, has attempted to examine the
problems faced by tourists with disabilities in hotel busi-
nesses and has concluded that arrangements should be made
in the reception, bathrooms, pools and bars. In Rummel
(2008)’s doctoral thesis, it was aimed to determine the opin-
ions and thoughts of the managers about the travels of the
individuals with physical disabilities, to investigate whether
they had enough information on their travels, to determine
whether the travel planners used different sources of infor-
mation for the individuals with disabilities in the context of
planning. However, positive results could not be obtained.
Darcy & Taylor (2009)’s study showed that the majority of
the problems experienced by individuals with disabilities in
hotels were access barriers and communication barriers.
Schitko (2009) has attempted to examine whether the atti-
tudes of students who have received tourism education to-
wards tourists with disabilities will change with the trainings
to be given and it was found that the students who are em-
ployees of the future adopt positive attitudes as a result of
the trainings given. According to Holden (2010)’s study it is
found that the travel and tourism experiences of the tourists
with disabilities and their companions consist of quite dif-
ferent components. According to these components, it is de-
termined that planning of travels, preparing travel, problem
of accessibility, expectations and physical needs of family
member with disabilities should be taken into consideration.
In their study, Poria et al. (2010) investigated the flight ex-
periences of individuals with disabilities and argued that the
flight crew's attitude and behavior towards them should be
improved by training.

In a study, Freeman & Selmi (2010) compared the situa-
tion of the hospitality industry by directing the same ques-
tions to the domestic and foreign tourists with disabilities in

France and Canada. They found that in both countries' poli-
cies it was insufficient to take improving measures for tour-
ists with disabilities in the tourism sector. It was concluded
that tourists with disabilities could not satisfy their accom-
modation needs without difficulty and even this group rep-
resented a market segment which was excluded. Zbikowski
et al (2011) listed the factors that hinder and restrain the par-
ticipation of individuals with disabilities in tourism as par-
ticipation fees, transportation difficulties, fears, obstacles,
lack of information, lack of support from the family, lack of
offers from institutions, lack of organization and lack of in-
terest in activities. Among these, while the participation fees
were found to be the most important obstacle, communica-
tion difficulties were listed as second important factor.

The result of the research carried out by Pagan (2012)
shows that individuals with disabilities who have limited
daily activities devote less time to tourism activities com-
pared to other healthy individuals and this rate is found to be
less in men with disabilities. Mihaela (2012) investigated the
factors that hampered the development of disability tourism
in Romania and found that official and unofficial institutions
did not work effectively for the problems of tourists with
disabilities and that transportation was found to be the most
important problem. According to Bratucu et al. (2016)’s
study, showing in which places and situations individuals
with disabilities experience, it’s seen that most of the prob-
lems occur with the frequency of 27% in touristic trips, 17%
in transportation, 16% in the lack of infrastructure and 15%
in accommodation.

When studies on disability tourism in Turkey are exam-
ined it is seen that the hotel enterprises don’t take into con-
sideration the types of disability when designing the guest
rooms. One of the main reasons for this is the lack of articles
in the laws and regulations regarding the enterprises to de-
sign the guest rooms (Yoriik, 2003). According to the results
of Atak (2008), it is found out that hotel managers are not
very knowledgeable about the disability tourism market, that
they are quite new and unprepared for this target group but
they are very eager to turn towards this market. Similar re-
sults were found by Yayh & Oztiirk (2006) and Eryilmaz
(2010) also. In a study done by Miilayim & Ozsahin (2010),
the problems experienced by tourists with physical disabili-
ties in hospitality industry and suggested solutions have
been examined. They have found that disability tourism in
Turkey is unable to improve due to having serious issues and
that the legislative regulations have also been found to be
insufficient at this point.

Although there are studies in Turkey concerning the par-
ticipation of tourists with disabilities in tourism activities,
the convenience of the existing hospitality facilities for indi-
viduals with disabilities, the examination of 'disability' fac-
tor in the design of tourism structures, the evaluation of in-
frastructural possibilities in hospitality facilities for improv-
ing disability tourism, the investigation of the perspectives
of the hospitality enterprise managers to the physical disa-
bility market (Arici, 2010; Artar & Karabacakoglu, 2003;
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Atak, 2008; Yoriik, 2003), there has been no research exam-
ining the satisfaction of tourists with disabilities from hospi-
tality facilities until 2012. Sahin (2012)’s thesis contributed
to the literature by trying to determine the satisfaction level
of the tourists with orthopedic and visually disabilities from
accommodation facilities. According to his study, in order
to increase the satisfaction level of the tourists with disabil-
ities from hospitality facilities, it has been suggested that the
staff in hospitality enterprises should be trained to help with
the difficulties that the tourists with disabilities may encoun-
ter and to provide information about the services offered.
According to the results of Tiitlincii & Aydin (2013)’s study,
it has been revealed that around 15% of the societies in the
world are composed of individuals with disabilities and
there is already a potential market for them. For this reason,
it is emphasized that the structure of the touristic product
differs from other industrial products and that the necessary
measures should be taken to enable the tourists with disabil-
ities to spend their holidays without any difficulties.

In a study conducted by Bulgan (2015), it was concluded
that individuals with disabilities usually participate in tour-
ism activities in the low season and this situation could have
an impact on extending Turkey's tourist season. This study
also revealed that the arrangements made in tourism enter-
prises were insufficient. In a study done by Yildiz et al.
(2017) to examine the disability tourism in Turkey and
around the world, it was cleared that there was a need to
make substantial regulations for disability tourism, which
was not counted among the existing types of tourism in Tur-
key but an important economic activity in the world.

When the results of studies on the disability tourism in
the world and Turkey are examined, it is understood that
about 95% of these studies emphasize the existence of ac-
cess barriers to tourism activities for individuals with disa-
bilities. The completion of legal, structural and environmen-
tal regulations, which will ease the lives of the individuals
with disabilities and increase the participation level of them
in tourism activities, will create an increasing effect on the
living standards of all individuals and not only for the indi-
viduals with disabilities.

3. Methodology

Semi-structured interview technique, which is one of the
qualitative research methods, where the researcher uses the
questions that are already prepared and can also add addi-
tional questions according to the participant's responses, was
applied in the study. The strength of this technique is that it
allows the researcher to get the best answers in limited time
(Dakto, 2015). Darcy (1998) underlines that the qualitative
information collected also highlights a range of positive and
negative comments about the “attitudes” of individuals in
the tourism industry. According to him with surveys it is
considered that many positive examples of the tourism in-
dustry’s attitude towards individuals with disabilities would
have gone unreported. Thus, a qualitative research method
was decided to be the right method to uncover the attitudes

of the tourism stakeholders and the tourists with disabilities
themselves towards disability tourism.

The universe of the research is composed of members of
disability associations and employees at state institutions,
local administrations, tourist information offices, tourist at-
traction centers, transportation enterprises, tourism enter-
prises, non-profit organizations, disability communities and
tourists with disabilities in Antalya. The sample of the study
was determined by purposive sampling technique. Purpose-
ful sampling is a method used in case of a choice in terms of
individuals, events, objects or situations in the study (Patton,
2002). In this context; 6 disability association executives, 14
tourism management employees, 7 transportation enter-
prises employees, 6 public employees, 15 disability associa-
tion members and 8 tourists with disabilities were included
in the study. The managers of 6 out of 8 disabled associa-
tions were included as well. These are Solidarity Association
for the Physically Disabled, Association of Hearing Im-
paired in Antalya, the Antalya Branch of Turkey Disabled
Association, Association of the Rights of Patients and Disa-
bled People and Their Relatives, Antalya Disabled Art
House and Beyaz Baston Association for the Visually Impaired.

The members of these associations were also included in
this study. 3 participants from Solidarity Association for the
Physically Disabled, 2 from Association of Hearing Im-
paired in Antalya, 3 from Antalya Disabled Art House, 2
from Antalya Branch of Turkey Disabled Association, 2
from Beyaz Baston Association for the Visually Impaired
and 3 from Association of the Rights of Patients and Disa-
bled People and Their Relatives were included. The total
numbers of tourism enterprises in Antalya is 1859. But the
hotels and the restaurants are the ones that serve to the indi-
viduals with disabilities directly. Along this study we have
reached 6 restaurants and 8 hotels and stopped the sample
when we started getting the same answers. There are 6 air-
line, 128 highway, 10 maritime businesses and none railway
companies in Antalya. Within this study the sample consists
of 7 individuals (3 airline, 2 maritime and 2 highway) that
work in the transportation companies, 6 participants that
work in the Governor of Antalya, Provincial Directorate of
Culture, Tourist Information Offices and 8 tourists with dis-
abilities.

The interviews were conducted face to face between No-
vember 1% 2018 and July 15" 2019 with 56 participants and
descriptive systematic analysis technique was applied. Then,
creating a framework, processing the data in accordance
with the thematic framework, identifying and interpreting
the findings were followed respectively (Newcomer, et al.,
2015). In addition, by using frequency analysis and evalua-
tive analysis technique, data were interpreted and tabulated.

4.Results

A total of 5 questions were asked to the participants in
the study and the findings obtained from these questions
were tabulated by descriptive systematic analysis, frequency
analysis and evaluative analysis. 6 disability association
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managers, 14 tourism management employees, 7 transporta-
tion management employees, 6 public employees, 15 disa-
bility association members and 8 tourists with disabilities
participated in the study. The participants were asked
whether they included the tourists with disabilities into the
tourism activities or not. The answers to this question are
shown in detail in Table 1. According to the results seen in
Table 1, 28.6 % of the participants stated that they included
tourists with disabilities; whereas 44.6% of them stated that
they didn’t include them in tourism activities. This result is
important in terms of showing that the tourists with disabil-
ities are not taken into consideration by tourism institutions
when planning tourism activities. The reasons why the tour-
ists with disabilities aren’t included in the tourism activities
are shown in Table 2.

According to the data obtained, transfer problems, with
a rate of 26.8%, is one of the main reasons why tourists with
disabilities aren’t being included in tourism activities. It was
determined that considering tourists with disabilities as mi-
nority and incomplete, with a rate of 25%, was the 2" reason
of exclusion. The 3™ reason of exclusion was found to be the
inconvenience of physical conditions, with a rate of 21.4%.
Table 2 shows that tourists with disabilities are mostly not
included in tourism facilities because of transfer problems,
physical difficulties due to the nature of tourism activities,
the fact that tourists with disabilities are considered as mi-
nority and incomplete and also due to the lack of knowledge
and training of tourism staff. Only 8§ of the participants stated
that they included tourists with disabilities because of moti-
vation and awareness. The participants were asked what
kind of challenges the tourists with disabilities face in tour-
ism design. The answers were analyzed and the results are
shown in Table 3.

Table 3 shows that 37.5% of the participants stated that
the structures of tourism enterprises were not convenient for
tourists with disabilities and they emphasized that a standard
suitable for those who have no disabilities was taken into

consideration in planning the architectural structure. When
the problems faced by tourists with disabilities in tourism
sector were examined, it was found out that 17 of the partic-
ipants stated that the physical incompatibility of the transfer
vehicles was a major problem for tourists with disabilities
with a rate of 30.3%. The rate of the participants who stated
that prejudice against tourists with disabilities, exclusion
and lack of knowledge about tourists with disabilities is an-
other problem, was determined as 12.5%. Communication
problems, which are commonly faced by hearing impaired
individuals, are emphasized by the participants with a rate
of 9%. Contrary to these problems, the findings obtained in
response to the answers of some tourists with disabilities
who participated in the study show that there is no difficulty
encountered by individuals with disabilities with a rate of
10.7%. These findings underline the fact that the tourists
with disabilities mostly have to deal with the difficulties
arising from the architectural structures and the transfer
problems.

The answers to the causes of obstacles for tourists with
disabilities to access to tourism activities are seen in Table
4. According to Table 4, 34% of the participants stated that
the transportation vehicles used are inappropriate and re-
stricted and that individuals with disabilities have obstacles
to access due to the fact that tourists with disabilities are not
recognized by others and due to the lack of training intended
for individuals with disabilities. 16% of the participants in
the study stated that the state policies carried out in the scope
of tourists with disabilities were inadequate and that the lack
of necessary and adequate supervision of the implementa-
tions was one of the obstacles to access. On the contrary, it
was found that there were 9 participants who stated that there
were no obstacles in terms of access to tourism activities.
These results show that the tourists with disabilities have
barriers to access to tourism activities and the problems they
face most often arise from the prejudices of transportation
enterprises and other healthy individuals.

Table 1. Inclusion of tourists with disabilities in tourism activities by tourism institutions and organizations

1nclusi_0n of t(_)u_ri_sts with disabilities Explanation Frequency %
in tourism activities
Excluded Individuals with disabilities are not included in tourism activities. 25 44.6
Included Individuals with disabilities are included in tourism activities. 16 28.6
Partly included Individuals with disabilities are partly included in tourism activities. 15 27.8
Table 2. Reasons of inclusion and exclusion of tourists with disabilities in tourism activities
Reasons of inclusion/exclusion of tourists Explanation Frequenc %
with disabilities in tourism activities P quency °
Not included due to transfer problems. Exclusion due to transportation difficulties. 15 26.8
. . . Exclusion beca f th inion of not seeing them as part
Considered as minority and incomplete. usion because o 1¢ opiion ot not seeing them as p 14 25
of the market and considering them as incomplete.
. . .. Not being included in tourism activiti to inconvenient
Not included due to physical conditions. eIng e od N tourism activities due to inconvenie 12 21.4
physical conditions in enterprises.
Inclusion of individuals with disabilities in tourism activities
Inclusion for motivation and awareness. to raise awareness and to provide the individuals with disabil- 8 14.3
ities for self-confidence and motivation.
Exclusion due to lack of training and Problems arising from not recognizing individuals with disa- 7 125

knowledge.

bilities and not taking necessary training.
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Table 3. Challenges faced by tourists with disabilities in tourism design

Challenges faced by tourists with disabilities

) . . Explanation Frequency %
in tourism design
Physical incompatibility of the enterprise and  Architectural structures not suitable for individuals with disa- 21 375
standards for those who have no disabilities. bilities, standardization for those who have no disabilities. ’
Physical incompatibility of transfer vehicles. Ir}con_v_epience OIT trar_1sp0rtati0_n _V_ehicles for individuals with 17 30.3
disabilities, physical incompatibility.
Exclusion and lack of information and/or Prejudice against individuals with disabilities and insufficient 7 125
prejudice. knowledge about them. )
Not encountering any obstacles. Not encountering any difficulties. 6 10.7
Communication problems. Not hiring an inte_rpreter_ for hearing impaired individuals and 5 9
communication difficulties
Table 4. Causes of obstacles for tourists with disabilities to access to tourism activities
Obstacles to access to tourism activities Explanation Frequency %
Restriction of transportation vehicles for in- Lack of measures and implementations for individuals with dis- 19 34
dividuals with disabilities. abilities and lack of necessary physical design in intercity trips.
Not recognizing individuals with disabili- Not recognizing the individuals with disabilities and approach-
) o . . — 19 34
ties and the lack of training. ing to them with prejudice.
Implementations and designs made for individuals with disabil-
Inadequate state policies and insufficient ities in enterprises are not adequately supervised, implementa- 9 16
control. tions are made to be made, not receiving the opinion of individ-
uals with disabilities in the projects and implementations.
No obstacles to access. Not encountering any obstacles to access to activities. 9 16
Table 5. Overcoming the obstacles for tourists with disabilities in accessible tourism design
Overcoming the obstacles Explanation Frequency %
- - . To provide necessary training about individuals with disabilities,
Providing necessary training about tourists . ) -
with disabilities. the necessity of fully understanding them and perceiving what 18 32.1
they want.
Institutions and individuals being sensitive ~ The necessity of individuals, businesses and institutions to be 15 26.8
to tourists with disabilities. more understanding and more sensitive to tourists with disabilities. )
Activities for individuals with disabilities The necessity of organizing special events for tourists with disa-
and providing appropriate physical require-  bilities and providing physically appropriate environments for 12 21.4
ments. them.
No difficulty to be overcome. Not having a difficulty to be overcome. 6 10.7
Obtaining the opinion of tourists with disa-  The necessity of taking the opinion of tourists with disabilities 5 9

bilities.

with priority in any tourism design or implementation.

The participants were asked what could be done to overcome
these obstacles for accessible tourism design. The results are
shown in Table 5. As seen in Table 5, participants stated
that required training should be given to the tourism staff as
the most important factor with a rate of 32.1%. Also, the par-
ticipants emphasized that the institutions and the individuals
should be sensitive to tourists with disabilities with a rate of
26.8%. It was found that 21.4% of the participants under-
lined the importance of organizing special events for tourists
with disabilities and providing physical, technological and
architectural requirements for them. In addition, it was
found out that 9% of the participants stated that the opinions
of the tourists with disabilities in the implementations made
and planned for the tourists with disabilities should be taken
into consideration with priority. In contrast to all these ob-
stacles, the rate of participants who stated that there were no
obstacles in the tourism sector for tourists with disabilities
was found to be 10.7%. It is understood from Table 5 that
the participants emphasize that the tourism staff must be
trained and tourism workers, tourists and local people must
adopt a more sensitive approach towards tourists with disa-
bilities.

5. Discussion

When the literature on the tourists with disabilities is ex-
amined, it is seen that tourists with disabilities should be in-
cluded in tourism within the concept of accessible tourism
(Darcy &Taylor 2009; Mihaela, 2012; Tiitiincii & Aydin,
2013). Similar results were obtained in this study as well.
According to the results it was found that the planning was
done mostly without considering the individuals with disa-
bilities. Within the scope of the surveys, it’s seen that most
individuals with disabilities are having difficulties with
transfer from airports to hotels and vice versa (Bratucu et al.,
2016; Foggin, 2000; Poria et al., 2010). This result coincides
with the results of this study. According to the results the
tourists with disabilities aren’t included in the tourism facil-
ities because of some reasons such as transfer problems,
which is the main reason; lack of knowledge and training of
tourism staff; physical difficulties due to the nature of tour-
ism activities and due to the fact that tourists with disabilities
are considered as minority and incomplete. It is a fact that
tourists with disabilities will be more involved in tourism
activities if barriers about transfer are overcome.
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The results of this study show that individuals with disa-
bilities face the obstacles arising from the architectural struc-
ture of tourism enterprises and it is determined that there are
other researches that emphasize the same problem (Bi, 2006;
Daruwalla & Darcy, 2005; Wakiya, 2011). This study also
examines the reasons of obstacles in access to the tourism
facilities and the accessibility of barriers in the tourism de-
sign. According to the results the main barriers to the access
of tourism facilities are the transfer of the tourists with disa-
bilities and the prejudice attitudes of the personnel towards
them.

The solution to these barriers is to educate the tourism
personnel on communication and attitudes toward the indi-
viduals with disabilities in order for them to behave more
responsible and helpful to the tourists with disabilities. Also,
all the shareholders (the public, the businesses, non-govern-
mental organizations, etc.) in the tourism sector should be
persuaded to behave more sensitive to the tourists with dis-
abilities. It will be easier to overcome this obstacle if indi-
viduals with disabilities are taken into consideration while
planning the construction of tourism businesses. However,
nowadays, all tourism businesses are made to the standards
that only healthy individuals can benefit from. Wakiya
(2011) contributed to the theory by the introduction of the
concepts of design and inclusive design to tourism, leading
to the development of the idea of inclusive design of tour-
ism, which can address the issue of exclusion of individuals
with disabilities from different areas of tourism and promote
inclusionary practices in tourism.

Another important issue, which was obtained as a result
of this study and supported by other researches, is that the
tourism personnel who are serving to the tourists with disa-
bilities do not have sufficient knowledge and have not re-
ceived any training intended for tourists with disabilities
(Atak, 2008; Eryilmaz, 2010; Poria et al., 2010; Zbikowski
et al., 2011). As a matter of fact, the answers to 4 questions
out of 5 show that the participants face a communication
problem due to lack of education and knowledge. Thus, it is
thought that increasing the knowledge of tourism personnel
intended for tourists with disabilities will have a positive im-
pact on the satisfaction of the tourism goods and services
they receive. For this reason, services that are currently
based on the structure of tourism and complex even for
healthy individuals should be designed considering tourists
with disabilities and training needs of service personnel
should be taken into consideration.

But as Wakiya (2011) suggests one of the most signifi-
cant reasons for the noninvolvement is the confidence of
tourism businesses in their products, services or facilities
when catering for individuals with disabilities. Since tour-
ism businesses are confident with the external sources they
use or their experience of working with individuals with dis-
abilities, they feel that they do not need to involve individu-
als with disabilities any more in the design of tourism to
meet their needs. However, as Shaw (2007) points out this

confidence in terms of their disability provision does not
necessarily reflect their awareness and understanding of dis-
ability, and what they offer might not meet the needs of in-
dividuals with disabilities. As a consequence, the assump-
tion made by the tourism businesses can deny individuals
with disabilities’ access to the design of tourism. This is to
say, there is a possibility that tourism businesses uninten-
tionally exclude individuals with disabilities from the design
of tourism. The other identified reasons found for the non-
involvement of individuals with disabilities were lack of re-
sources, organizational and job constraints and the belief
that it is enough to involve individuals with disabilities only
in one stage (Wakiya, 2011).

6. Conclusion

Within the interviews carried out, the employees at state
institutions, local administrations, tourist information of-
fices, tourist attraction centers, transportation enterprises,
tourism enterprises, non-profit organizations, disability
communities, the members of the disability associations and
tourists with disabilities were reached. As a result of this
study; it is determined that tourists with disabilities are not
taken into consideration in most cases by tourism institu-
tions while planning tourism activities, mainly because of
the reason that they’re seen as minority and the existence of
physical difficulties due to the nature of tourism activities.
The study also shows that tourists with disabilities have
problems resulted from mostly on transportation and the
lack of knowledge and empathy of the personnel who deal
with them. Another result of the study shows that the most
common problem the tourists with disabilities have to cope
arises from the difficulties faced because of the architectural
structures of the tourism enterprises and the prejudices of
transportation enterprises and other healthy individuals. In
addition, the participants stated that tourism staff should be
trained especially for tourists with disabilities so that they
would be more understanding and helpful. The participants
also claimed that in order to get more participation in tour-
ism activities of tourists with disabilities, the tourism work-
ers, tourists and local people should be more sensitive and
empathetic towards tourists with disabilities. Governments
can and does, provide direction and coordination through ex-
isting mechanisms. Thus, a coordinated approach by Gov-
ernment and the tourism industry should be planned for tour-
ism access for individuals with disabilities.

As a summary, it is understood that individuals with dis-
abilities are not included in tourism activities and they have
problems with transfer, architectural access, tourism staff
who have not received disability education. In addition to all
these problems, it is understood that they are negatively af-
fected by prejudiced attitudes and behaviors towards tourists
with disabilities. For further studies that will analyze this
problem, it is advised to do the similar studies with more
participants from various cities/countries. Afterwards re-
ports could be written to highlighting the opportunities for
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specific tourism industry sectors (accommodation, attrac-
tions, transport, hospitality etc.) to provide or improve ser-
vices to individuals with disabilities.

Tourism Accessibility Forums for discussing issues
could be held in different countries. It is crucial to show the
tourism businesses the market potential and the benefit of
tourists with disabilities in order to involve them more in the
design of tourism. The tourism businesses and organizations
should actively try to involve tourists with disabilities, start-
ing with the creation of services specifically targeting the in-
dividuals with disabilities. In other words, to give individu-
als with disabilities the confidence to participate in the de-
sign of tourism, tourism businesses need to start by offering
specific services or consultations particularly targeting indi-
viduals with disabilities. It can be argued that until they
overcome their fear and gain confidence to participate in it,
individuals with disabilities will not actively participate in
the design of tourism.
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