How do members of Disabled
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“The Paralympic Games of 2012 showed the inspirational
quality of disabled people. Every day in the UK 25% of the
population deals with a disability either as a disabled
person or as a carer. Surely in this day and age disabled
people should receive the same level of service as nondisabled people. That is why it is concerning to see in this
research the current situation of customer service that
disabled people are receiving in hotels. It is a long way from
excellent but now we have a benchmark to measure
against.”
Arnold Fewell @AVFaccess

Background to the
research
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Background to the research

AccessChamp

This research was conducted
with 276 members of Disabled
Motoring UK in 2013 and
written by Arnold Fewell, MD
AccessChamp.

o Is a new online training resource
about accessibility for hotel staff.
o It gives staff more confidence
when dealing with disabled
people and helps them to provide
great customer service.
o It will help hotels maximise the
£2billion market opportunity as
identified by VisitEngland.
o 25% of the UK population is
either a disabled person or a
carer.

Aims of the research

" To set benchmarks for the current level of service
experienced by disabled people when staying in
hotels.
" To help hoteliers improve their service to disabled
guests still further by concentrating on key issues.
" To provide disabled people an opportunity to raise
concerns about their stays in hotels.
" To create awareness around the issues involved.

Methodology and
sample size
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Methodology

"
"

"

"

This is the third time Arnold Fewell
has researched this topic.
This questionnaire had a complete
set of new questions so no
comparable data is available.
Specifically looking at hotels,
rather than pubs, restaurants and
clubs as in previous research.
Mixture of paper research in the
Disabled Motoring UK magazine
and online via their website.

About the respondents
Respondents were asked to describe their impairment and driving ability. They
were able to answer more than one description, for example they may have an
impairment and drive.
I am unable to drive myself

I drive myself

I have an impairment

I have a hearing loss

I am visually impaired

I am a wheelchair user

I am a carer
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Results from
the survey
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How often do you stay in hotels in the UK?

How often do you stay in hotels in the UK?

3.3%

1.8%

18.4%

2.6%
39.7%

On average
disabled people
are staying away
from home every
seven weeks
At least once a week
I never stay in hotels

Less than once or twice every six m
Once or twice every six months

34.2%

At least once a week
I never stay in hotels
Less than once or twice every six months
Once or twice every six months
Once or twice every two or three months
Two or three times a month

Only Once
2.6%
of
or twice every two or three mo
respondents
never
Two or three times
a month
stay in hotels
3.3% of
respondents stay
in a hotel two or
three times a
month.

On average how long would you stay in a hotel?

On average how long would you stay in a hotel?
On average how long would you stay in a hotel?
1.1%

7.0%
15.9%

7.0%

15.6%

1.1%
15.6%

15.9%

60.4% of
respondents are
going away for two
to three nights
but there is an opportunity
for both longer and
shorter stays. The longer
stay market of more then
one week is just 1.1%.
60.4%

60.4%

One night

Two to three nights

Four to five nights

About a week

More than a week

Why do you stay in hotels?
Weekend breaks and short breaks are very popular and the good news for
hoteliers is these will be at the quieter times of the week.
Why do you stay in hotels?
Business

Weekend or Short Break

15.6%

Longer holiday

13.2%

13.2% of
respondents
stay in hotels for
business
reasons

71.2%

How do you rate the current service in hotels?

" Respondents were given five options to rate
the current level of service: very good; good;
OK; poor or not sure.
" The areas where hotels scored best were:

•
•
•
•
•

Helpfulness of staff
Ease of booking
Ease of check-in
Quality of directions given
Ease of reading marketing
materials

70.2% of
respondents rated
helpfulness of staff
as good or very
good.
50.3% said ease of
reading marketing
materials was good
or very good.
These figures show that
hotels have a long way to
go to provide outstanding
customer service.

How do you rate the current service in hotels?

" The figures below show the percentage of
respondents who rated hotel standards as either
OK or poor.
•
•
•
•
•
•
•
•
•
•

Bathroom facilities 60.4%
Location of room e.g. Distance from reception
59.8%
Suitability of car parking on arrival 59.6%
Signage around the hotel 59.2%
Availability of car parking on arrival 58.5%
Layout of room 57.9%
Accessibility to a disabled toilet in public area
57.3%
Access to bar facilities 52.1%
Room facilities 52.0%
Information asked when making a booking 51.9%

Some of these
issues should have
been tackled already
under The Equality
Act, the others will
only cost small
amounts to improve
e.g. by better
questioning at time
of booking

Do hotels provide enough information to
you
your
carer
about
Do
hotelsor
provide
enough
information
to you the
or yourfacilities?
carer about the facilities?
2.9%
16.8%

29.9%

Only 16.8% of
respondents feel they
always get enough
information about the
facilities

This is a good example
of a low cost
improvement for hotels
to implement.
50.4%

Yes, always

Yes, sometimes

Not very often

No, never

How would you like to receive information
from hotels?
How would you like to receive information from hotels?
80

92.1% of
respondents said
they would seek
information via a
hotel website

92.1%

70
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48.9%

49.3%

46.5%

30

20
23.8%
10
5.0%

0

Paper brochure

Downloadable brochure

Hotel website

Downloadable access statement

Online video

Social media

This shows the need for a search optimised website, a high search position and
good user experience. Hotels should consider ease of booking, the photography
showing suitability for disabled guests and the information made available. It is
evident that reposndents look for documents such as an access statement on
the hotel website.

Should hotels create a specific brochure/
information for people with disabilities?
Should hotels create a specific brochure/information for people with disabilities?

24.8%

75.2% of respondents said
hotels must create a specific
brochure or accessibility
information e.g. an access
statement
75.2%

Yes

No

Do hotels ask for extra information about your needs
when making a booking for an accessible room?

Do hotels ask for extra information about your needs when making a booking for an accessi

39.8% of
respondents are
not very often
asked for extra
information when
making a booking
for an accessible
room

Yes, always

Yes, sometimes

Not very often

No never

4.4%
31.8%

24.1%

The procedures in
reception must include
better questioning
techniques so hotels are
able to increasing the
levels of customer
service.
39.8%

When you check in are you asked about the fire
procedures/your requirements in the case of an alarm?

ou check in are you asked about the fire procedures and your requirements in the case of an alarm?

5.6%

19.0%

46.1%

This is probably the biggest
concern in the whole research.
AccessChamp believes every
disabled person should sign a
personal emergency evacutaion
plan. And there must be a sign
on reception asking that people
with an impairment, who need
assistance in an emergency.
notify reception.

29.4%

Yes, always

46.1% of respondents
were never asked
about fire procedures
and their requirements
in case of a fire alarm.

Yes, sometimes

Not very often

No never

Are you offered help with your luggage when you check in?

Are you offered help with your luggage
when you check in?

29.3% said they
were offered
assistance with
their luggage –
not very often.

18.3%

41.4%
11.0%

Surely it is
reasonable to offer
every disabled
guest this sort of
help when they
check in.
29.3%

Yes, always

No never

Not very often

Yes, sometimes

Do receptionists give you the information you need when you check
Do receptionists give you
the information
you need when you check in?
Do receptionists give you the information you need when you check in?
1.1%
12.9%

Giving information is another
low cost improvement that
hotel staff can introduce
straight away and will make a
real difference to the customer
experience of disabled people.

1.1%
12.9%

1.1%

12.9%

36.2%
36.2%

At present only
36.2% always
receive enough
information

49.8%
49.8%

49.8%

Yes, always

Yes, always

Yes, sometimes

Yes, sometimes

Yes, always

Not very often

Not very often

Yes, sometimes

Never

Never

In the public accessible toilets which of these
would you usually find?

Findings	
  

%	
  

Strobe	
  ligh,ng	
  alarm	
  for	
  those	
  with	
  a	
  hearing	
  loss	
  

8.3	
  

Extra	
  furniture	
  or	
  cleaning	
  materials	
  as	
  it	
  is	
  treated	
  like	
  a	
  
store	
  room	
  

57.9	
  

The	
  toilet	
  roll	
  holder	
  is	
  diﬃcult	
  to	
  use	
  

58.3	
  

The	
  mirror	
  is	
  at	
  the	
  wrong	
  height	
  for	
  you	
  to	
  use	
  

50.4	
  

There	
  is	
  no	
  grab	
  rail	
  on	
  the	
  back	
  of	
  the	
  door	
  

64.0	
  

No strobe lighting means that over 90% of deaf people are at risk in an
emergency if they are in the toilet. And again we see low figures for things that
would enhance customer service greatly and are low cost e.g. a grab rail on the
back of the door, not being treated like a cleaning store room.

Would you find it helpful to have a small bin
for disposing of dressings?
Would you find it helpful to have a small bin for disposing of dressings?

32.3%

67.7%

Yes

No

Disabled people are
more likely to have an
open wound that might
have an infection in it.
MRSA and other
infections are out in the
community so this idea
makes sense. Hotel staff
will need training on how
to dispose of these
infected dressings safely.

Do you think hotel bedrooms meet the
needs of your disabilities or that of your carer?
Do you think hotel bedrooms meet the needs of your disabilities or that of your carer?

1.8%

Only 10% of hotel
rooms are always
meeting the
needs of disabled
people.

9.6%

27.2%

Why would you want
to return to a hotel
where the room is
more than likely to be
unsuitable for your
needs?

61.4%

Yes, always

Yes, sometimes

Not very often

Never

50.6%

How safe do you feel when staying in a hotel?
How safe do
you feel whenOKstaying in a hotel?
Reasonably safe
Not very safe

Very safe

The figures about
safety are more
encouraging with
only 5.5% saying
they did not feel
very safe and
78.3% were either
very or reasonably
safe.

5.5%
26.7%

17.2%

This is a key factor
and positive news
for the hotel industry

50.6%

Very safe

Reasonably safe

OK

Not very safe

you find a hotel that meets your needs which of these statements would apply in that situation?
If Ifyou
find a hotel that meets your needs,
If youyou
find a return?
hotel that meets your needs which of these statements would apply in that situation?
would
42.2%

56.7%

1.1%
1.1%

56.7%

42.2%

56.7%

42.2%

I would return regularly

I would return sometimes

I would not return

98.9% of respondents said they would return at some time to the hotel that
met their needs.
This
showsI would
huge
loyalty
and is yet another
I would return
regularly
returncustomer
sometimes
I would
not return
positive
benefit
segment.
I would return
regularly of this
I would growing
return sometimesmarket
I would not
return

33.6%

In general, how well do you think hotels
cater for the needs of people with disabilities?
general, how well do you think hotels cater for the needs of people with disabilities?

23.6%

2.6%
8.9%

Only 32.5% of
respondents said
they were looked
after well and very
well.

33.6%
23.6%

This shows that hotels
need to up their game
to attract more disabled
guests. There is no
point saying we only
have four disabled
people a year so why
bother, all this does is
31.4%
show your lack of
interest and belief in
the opportunity.

31.4%

Very well
Very

Well
well

OK
Well

Not very OK
well

Not sure

Not very well

Not sure

35.4%

4.4%

11.4%
How often do you find cars in hotel car parks without
often do you find cars in hotel car parks without blue badges, using a bay marked for a d
blue badges, using How
a bay
marked for a disabled person?

35.4%

4.4%

11.4%

Only 4.4% of
respondents said they
How often
you find cars
never
sawdodisabled
carin hotel car parks without blue badges, using a bay marked for a disabled person?
parking bays abused
35.4%

Car parking is a very
important issue for
disabled people. When
people park in disabled
bays they need to show
their entitlement by using
a blue badge. Hotel staff
need to check that abuse
of the system is not
happening and if it is then
offending car owners
must be asked to move
their cars or be clamped.

4.4%

11.4%

48.7%

Always
Always

Very
Veryoften
often

Sometimes
Never
Sometimes

Never

Which of these issues do you think is most important
for the hotel and catering industry to tackle first?

The	
  issues	
  to	
  tackle	
  ﬁrst	
  

%	
  of	
  respondents	
  

Training	
  staﬀ	
  to	
  understand	
  the	
  needs	
  of	
  people	
  with	
  
disabili,es	
  

49.0	
  

Improving	
  informa,on	
  given	
  out	
  to	
  people	
  	
  

28.7	
  

Accessibility	
  into	
  buildings	
  

21.1	
  

Car	
  parking	
  

17.6	
  

Availability	
  of	
  public	
  accessible	
  toilets	
  

9.6	
  

Clear	
  signage	
  

4.6	
  

Changes in the quality of service for disabled guests will only take place if hotel staff are more
confident. That means better training in a wide range of areas and this is exactly what AccessChamp
will deliver. There are coffee time training chats, e-learning modules, forums, newsletters, and the latest
news. Soon there will be marketing advice and a downloadable access audit that you can complete
yourself. In essence AccessChamp has or will have everything you need to maximise your share of a
huge market opportunity.

How should the
hospitality industry
respond to these
findings?
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Respondents are saying they stay away from home once
every two months and on average they will stay for
between two and three nights in hotels. The main reason
for staying away is a short term break but 16% are
staying on business. Hotels have a long way to go to
provide great customer service to disabled guests as the
results of the standard ratings show.
Many of the areas of improvement requested would cost
very little such as:
•
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•
•
•

The room layout which can be small things like taking
out furniture for a wheelchair user, having a dimmer
switch for a blind person
Car parking availability and suitability
Ease of access to facilities such as the bar and room
Plus other things that should apply by law already e.g.
public accessible toilets

“Hotels need to provide more information to disabled people and their carers.
This should be in the form of a website, accessibility statement and a paper/
downloadable brochure which is specific for disabled peoples’ needs. Reception
staff must ask more questions at the time of booking as this will go a long way to
create great customer service. Fire is a major issue with over 75% of
respondents saying they were never or not very often asked about their
requirements in the case of an alarm. On top of this: 40% of the time disabled
people are not offered help with their luggage; public accessible toilets should
not be treated as furniture and cleaning stores; all rooms sold as accessible
bedrooms must be fit for purpose.
By making lots of small improvements the hotel industry can improve it’s
scores for customer service and so grow this market still further.”

Arnold Fewell

@AVFaccess

Your Free Trial of AccessChamp

7 Day FREE Trial of
AccessChamp

Use code AC4u2
www.accesschamp.co.uk

"
"
"

Enabling you to attract 25% of the UK
population
Training modules designed to suit your
business
E-learning packages to train your hotel
access champion

"
"
"

Forums, polls and discussion groups
Training programmes written by disabled
people with hotel experience
An investment in training that will
improve your bottom line.

Arnold Fewell is available to discuss this
research

@AVFaccess
01609 775686 | 07850 952609
arnold@avfmarketing.co.uk

