OSSATE: 1st International Workshop, London 12-13 May 2005.

The OSSATE Project Team at VisitBritain organised the first OSSATE International Workshop in London 12 and13 May 2005.

The workshop was attended by 67 participants from 11 countries representing 41 different organisations.

Part Two of the event was devoted to interactive workshop sessions which gave delegates the opportunity to present their views and experiences on the following key issues:

1. Challenges to presenting accessibility information via new media channels

2. Web personalisation/Customer Relationship Management; benefits all round?

3. 45 million Europeans – a major commercial opportunity?

4. Challenges and opportunities for destinations in presenting a holistic experience for visitors with access requirements

Workshop 1: Challenges to presenting accessibility via new media channels

Facilitators: Andrew Daines (VisitBritain) and Cléon Angelo (ANLH)

Issues: 

· Domination of a few new media players – Travelocity, Expedia, lastminute.com etc

· Search engine rankings, unique visitors etc.  – not just for US / UK sites but other European markets

· What do they do well?

· Do they address accessibility?

· What ‘guarantees’ do they offer the customer (in terms of flight seats, hotel rooms etc.?) 

· How would this work with ‘accessible’ products? Who is the contract between? (i.e. channel and customer or product and customer?)

· Way forward? HEDNA?

· Accessibility of the media – the challenge of ‘purpose’ vs ‘design / style’

Feedback:

· everyone using the web to (at least) research travel

· Grooms Holidays – more people use web first; more o’seas travel

· important for travel/tourism (?) to plan ahead to meet/anticipate consumer needs

· What web does well – sell commoditised products (flights, home insurance)

· Trusted source

· Impartial information

· Pictures

-
What does the web not do so well?


- high level searches/additional comments


- small items


- answer every question


- give details such as number of steps up/down

- communicate between different components of ‘customer journey’ – transport       delays? Wheelchair spares?


- tell the whole story

Everyone’s an individual

· Judith Bendel – define the person first

The Internet is not only medium – also a need for guide books/guides etc

3G – OFCOM Mobiles

Trains

Workshop 2: Web personalisation / Customer Relationship Management – benefits all round?

Facilitators: Spyros Michaildis (EWORX) and Christina Beladi (Disability Now).

Issues: 

· short overview of web personalisation / CRM

· some examples of NTOs, other travel channels that do this well, e.g. Switzerland, Australia

· any examples where this includes accessibility?

· Any barriers to this being achieved?

Feedback:

· web personalisation features don’t cover accessibility issues

· Ossate could address this need

· Different labelling systems (eg GB different to Denmark)

· Translating them, or common denominators – needed but not OSSATE role

· Exact measurements – advanced search mechanism needed for OSSATE

· Web not only medium needed – what about interactive TV?

Workshop 3: 45 million+ Europeans – a major commercial opportunity?

Facilitators: Dimitrios Buhalis and Graham Miller (both UNIS)

Issues:

· Is this market being adequately served by existing services? If not, why not?

· OSSATE is about bringing better information to a mainstream audience

· Removing labels and ‘barriers’ to accessing information

· Targeting ageing population, temporary disabilities, families etc.

· Promoting the business potential of this wider audience to service providers (accommodation providers etc.)

· Don’t forget Business tourism market – not just leisure travel

Feedback:

1. What is OSSATE? 

· Is it an information source or a booking system? 

· Is it a stand alone service or a network?

2. Who should pay for OSSATE? 

· Some participants stated their preference that there should not be any fees for customers to receive information since it is regarded as discriminative. Some participants argued that a fee is only applicable in case OSSATE would offer more value added services such as booking tools or certified information

· Generally, the point was made that tourism suppliers should be charged. However according to many participants, tourism suppliers might only be willing to pay a commission fee for bookings but not for certification 

· Participants agreed that various options have to be employed to generate income in order to achieve sustainable commercial activities 

· Some participants argued that governments and respectively DMOs should pay for the service because it is regarded as their responsibility.

· Advertising was suggested, but dismissed as anything but a supplementary form of funding.

· It might be possible to leverage funding through RDAs or RTBs by making accessibility a condition of loans and grants.

3. How can OSSATE include travel agencies (TAs) and tour operators (TOs) so that they also benefit from the service? 

· It has been discussed that TAs and TOs should be regarded as a further actor within OSSATE that help customers to go on holidays

· Generally TAs and TOs have a very high demand by customers but experience a lack of accessible supply

· Therefore commercial value has to be created for TAs and TOs by providing them with information about suppliers. This could be done by establishing a market place for accessibility

· An advantage of integrating TAs and TOs into OSSATE is the trust that customers have in their services. It is generally regarded as difficult that OSSATE will achieve the same level of trust

· OSSATE might help to cope with different legislation issues that are applied in different countries for booking procedures 

· Collaboration with existing players will reduce risks in the market place

Main expectations of OSSATE, as viewed by the delegates

· A portal that allows international web presence because many participants e.g. disability organisations stated that have a tremendous amount of data but unfortunately no or limited web presence 

· A network of all disability organisations and DMOs that allows cooperation and the creation of products and services as a joined task and responsibility. In this scenario the “Blue Flag” model might be appropriate 

· Everyone saw advantages/ potential arising from a network model such as international reach. Further, funding can be shared that might be used to certify more tourism suppliers

· Network should allow a holistic view on all aspects related to accessibility. The whole accessibility path should be considered

· Need for a good business model based on the network approach. This model might not include booking functions but gives important references to appropriate booking agencies.

· Previous schemes have failed because of a lack of detail in the information provided. While OSSATE needs to cater to a wide audience, it also needs to be sure to avoid the failure to provide sufficient detail.

· Respondents pointed out the potential difficulty of setting up a scheme that ‘treads on the toes’ of those currently in the field. Many such people have created market positions and depend on this position to pay their mortgage. OSSATE needs to be mindful of the impact on people’s livelihoods.

Further suggestions
· Meeting of an OSSATE UK to start exploring the possibility of networking within one country and their different players. To be organised in June or July. 

Summary

The network model was regarded as the most viable possibility to run the OSSATE service. The advantages of this model are partnerships at the local, regional and national level, the employment of local and regional knowledge and expertise regarding accessibility and the relevant customer base. Prerequisites for the network model include flexibility within regions/ countries but the enforcement by a strong trans-national coordinator such as OSSATE as a central point as well as a strong collaboration and information sharing by disability organisations and destination management organisations that run their own accessibility scheme and/ or give information on accessibility.
Workshop4: Challenges and opportunities for destinations in presenting a holistic experience for visitors with access requirements
Facilitators: Mieke Broeders (TGB)  and Chris Veitch (VisitBritain)

Issues: 

Understanding what information is needed at every stage of a visitor’s journey.  What this should cover and the approach to be taken.

· different components that make up a typical trip:

· outbound / return travel, transfers, accommodation, getting around ‘destination’, places to visit, events, shops, restaurants, bars / pubs, sports stadiums etc.

· most (single) destinations can do this to some extent – but well enough? 

· Can they present joined-up information to help the visitor?

Feedback 

1. The complete picture:

· Information is vital to help prospective visitors in the decision making and planning processes they go through when considering making any trip.

· The service therefore needs to provide all constituent parts of a trip before it can expect to take bookings – eg including journey to destination, without this it cannot be viewed as a ‘One Stop Shop’ and its true value to those reliant on the service will be diminished.

· In recognition of this Blue Flag have indicated they want to work 

2. Quality

· The need for reliable information was stressed. Information must be of good quality and accurate because of the reliance placed upon it. It should be updated as necessary and dated.

· User feedback is key to help manage the quality of information. 

· Access aspect should be included in Quality assessments (Sweden does it.)

3. Type of Information

· There is a question over the kind of information to be shown, what form will this take?

· Labels are a starting point; however they need more data to support them

· Descriptors, which offer purely descriptive information about the physical aspects of accommodation, attraction etc, not yes/no (prescriptive) which allows visitors to reach their own conclusions as to how accessible these are according to their own needs.

4. Best Practice & Training

· The need to identify best practice to support providers in helping make the product more accessible was identified

· Staff attitude is viewed as being very important (often compensating for lack of physical accessibility) and is the reason given for many repeat bookings. However, a lack of real choice may also be a reason for this.

· Staff training is therefore seen as being very important – especially relating to ‘learning difficulties’ and there needs to be a clear indication for the visitor where staff have been trained and what that training is. It should be stated clearly that staff have undergone ‘Disability Awareness Training’

5. Niche Markets

· In recognition of the growing importance of niche markets in international tourism it was emphasised that accessible information needs to be available to these markets. Detailed information on the accessibility of relevant products could extend these market segments to include potential visitors with access needs. For example, if a disabled or elderly person is interested in opera and an opera of their choice is being performed in Copenhagen, that will ‘dictate’ the destination of their visit provided relevant information is available which allows them to make an informed decision.

6 Range of Disabilities

· It was stressed that the project should be as fully inclusive as possible by covering a range of disabilities.

7. Summary

For people with access needs, reliable and accurate information is crucial at every stage of their journey, from booking to travel to and from a destination and moving around.   The project is in a position to create additional information, which needs to take account of a range of needs and be as inclusive as possible.  However, this brings with it the challenge of balancing user needs against what is reasonable and deliverable on the part of the various tourism providers. Can they provide the required additional information, which needs to be of a good quality and regularly updated?
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