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EXCEPTIONAL

Typically suitable for a person with sufficient mobility to climb
a flight of steps but would benefit from fixtures and fittings to
aid balance.

Typically suitable for a person with restricted walking ability
and for those that may need to use a wheelchair some of
the time and can negotiate a maximum of three steps.

Typically suitable for a person who depends on the use of a
wheelchair and transfers unaided to and from the wheelchair in
a seated position. This person may be an independent traveller.

Typically suitable for a person who depends on the use of
a wheelchair in a seated position. This person also requires
personal/mechanical assistance (e.g. carer, hoist)

Access Exceptional. Attained by providing for all types of
Mobility Impairment listed above and with reference to
the British Standards BS8300: 2001. This is awarded to
establishments that fulfil all the requirements of M1, M2,
M3 (A or |) and some additional Best Practice criteria.

Hearing Impairment

Tk

Level 1 — Minimum entry requirements to meet the National
Accessible Standards for guests with hearing impairment,
from mild hearing loss to profoundly deaf.

Level 2 — Recommended (Best Practice) additional
requirements to meet the National Accessible
Standards for guests with hearing impairment,
from mild hearing loss to profoundly deaf.

Visual Impairment
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Level 1 — Minimum entry requirement to meet the National
Accessible Standards for visually impaired guests.

Level 2 — Recommended (Best Practice) additional
requirements to meet the National Accessible
Standards for visually impaired guests.
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Welcome

Welcome to the VB National Accessible Scheme
(NAS) for Serviced and Self Catering Properties

VisitBritain (VB)

VisitBritain is a new organisation created on 1st April 2003 to market Britain to the rest
of the world and England to the British. Formed by the merger of the British Tourist
Authority and the English Tourism Council, its mission is to build the value of tourism
by creating world class destination brands and marketing campaigns. It will also build
partnerships with and provide insights to other organisations which have a stake in

British and English tourism.

Improving standards of accessibility

The NAS is one of the most widely accepted ways of improving
access and quality. Meeting the standards will not guarantee
compliance with the Disability Discrimination Act (DDA) nor
will it meet every particular need in every situation, but it will
go a long way in assisting the tourism industry to provide a
more accessible environment and most importantly offer
customers an informed choice. The DDA is outlined in

more detail following this page.

It is recommended that establishments undertake an access
audit, which will identify all barriers and hazards to those with
a disability. An access statement should also be produced

to give all guests requiring clarification on your facilities,

more information.

What helps customers with specific needs?

® A straightforward, easy-to-understand accessible rating
system, that will guide them in making an informed choice;
® To be totally sure that what they are booking is what
they will receive;
® To be treated just like any other visitor.

Copies of this publication are available on request in large
print and Braille. For information on alternative formats
please contact Quality Standards on 020 8846 9000 or
email feedback@uvisitbritain.org.



BS8300:2001

Design of buildings and their approaches
to meet the needs of disabled people -
Code of Practice

New build establishments must refer to the BS 8300:2001.
The British Standard explains how the built environment can
be designed to anticipate, and overcome, restrictions that
prevent disabled people making full use of premises and their
surroundings. An accessible environment is one which a disabled
person can enter and make use of either independently or
with help from a partner or assistant.

This document has been updated and was released in November
2001. This standard has taken account of this code of practice
wherever feasible.

Permission to reproduce extracts from BS 8300:2001 is granted
by BSI. British Standards can be obtained from BSI Customer
Services, 389 Chiswick High Road, London W4 4AL.

Tel: +44 (0)20 8996 9001. email: cservices@bsi-global.com

Building Regulations:
Approved Document Part M,
1 May 2004

Approved Document Part M is an advisory guide which has
been written to accompany the Building Regulations 2000

(as amended by SI 2003/2692). It offers practical guidance
with respect to the requirements of Schedule 1 to and regulation
7 of the Building Regulations 2000 for England and Wales
(S12000/2531).

This document should be consulted, together with BS 8300:2001,
when constructing a new building or extension to buildings

to enable accessibility of the building to be considered. It is
recommended that both guidance documents are taken into
consideration when building in order to fulfil the requirements of
the Disability Discrimination Act, although neither are enforceable.

The requirement of Approved Document Part M is:

1. Access and Use
Reasonable provision shall be made for people to:
a) gain access to; and
b) use
the building and its facilities

2. Access to Extensions to Buildings other than Dwellings
Suitable independent access shall be provided to the
extension where reasonably practical.

3. Sanitary Conveniences on Extensions to Buildings
other than Dwellings.
If sanitary conveniences are provided in any building that
is to be extended, reasonable provision shall be made
within the extension for sanitary conveniences.

4. Sanitary Conveniences in Dwellings
Reasonable provision shall be made in the entrance storey
for sanitary conveniences, or where the entrance storey
contains no habitable rooms, reasonable provision for
sanitary conveniences shall be made in either the
entrance storey or principle storey.

Access Statement:

Approved Document Part M also recommends that an Access
Statement should be provided with any plans, building notice
or details given to an approved inspector. This access statement
is for building control purposes and should not be confused
with the access statements that we are recommending each
establishment to produce to inform guests of their facilities and
their access.

A copy of Approved Document Part M can be obtained free of
charge from the following website (under Building Regulations)
www.odpm.gov.uk.
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Providing an Accessible Environment

Providing an Accessible Environment
What can it do for your business?

1. Ensures your business meets changing markets

Fact

® Of all tourism trips in 2000, 26% were taken by people over 55

® The mature market prefers a domestic holiday

® Mature tourists prefer to travel out of peak season, so your business will
be spread across quieter periods.

2. Extends your market

Fact

® Over 10 million people are disabled in this country, like all of us they will
usually travel with family and friends.

3. Provides more repeat business

Fact

® Research shows that people with disabilities are
loyal customers.

4. Helps all your guests and enhances visitor satisfaction

Fact

® Parents and children benefit

® Elderly guests benefit

® Helps guests with heavy or large luggage.

5. Providing a more accessible environment is a legal requirement

Fact
® The Disability Discrimination Act became fully effective in October 2004.



The Disability Discrimination Act

The Disability Discrimination Act

Who is a disabled person?

The Disability Discrimination Act uses a broad definition of disability
that embraces people with a range of impairments. The Act defines
disability as ‘a physical or mental impairment which has a substantial
and long-term adverse effect on a persons ability ro carry out normal
day-to-day activities. Excluded from the definition are addictions,
certain personality disorders and hayfever or similar conditions.

Examples include:

® people who are blind or partially sighted
people who are deaf or hard of hearing
people who have heart conditions
people with epilepsy

people who have problems

with continence

people who have insulin

dependent diabetes

people with Downs Syndrome

people with dyslexia

people who have arthritis

people who are wheelchair users

people who have experienced mental
health problems

® people with learning disabilities.

The Disability Discrimination Act,
and how it affects you

The Disability Discrimination Act (DDA) was introduced to
prevent discrimination against disabled people. The DDA covers
all disabled people with physical, sensory (hearing and visual)
and cognitive impairment whether or not they use a wheelchair.
Up to one in five adults (or 10 million people) in the UK have
some sort of disability and are therefore covered by the DDA.
These are people with some form of impairment that reduces
their ability to carry out normal, day-to-day activities.

The DDA gives new legal rights to disabled people and affects

tourist businesses in two main ways:

1.

Access to goods, facilities and services.

Service providers may not refuse to serve disabled people
or offer them less favourable terms or lower standards of
service than usual, unless there is adequate justification.

Since October 1999, operators have been required to make
their services more accessible to disabled people. This
includes the installation of new equipment and services —
such as a text telephone enabling hearing-impaired customers
with such phones to make bookings more easily. Businesses
have also been required to overcome any physical barriers
by providing services using a reasonable alternative method.

The final phase of the Act, from 2004, means that operators
must take reasonable action to improve their premises by
removing any physical barriers which make it difficult for
disabled people to use their facilities.

Employment.

Operators may not discriminate against disabled employees
or job applicants. The Act covers all areas of employment,
including recruitment, terms and conditions, promotion
and transfers, training and development and dismissals.

From October 2004, the employment requirements of the
DDA also changed. Prior to October 2004, the DDA only
applies to employers with 15 or more full-time staff. Since
October 2004, the employment provision will apply to

all employers.

Under the DDA, discrimination occurs when:

® adisabled person's treated less favourably than
someone else.

® treatment is for a reason related to the person's disability

® the treatment cannot be justified

You will be discriminating against a disabled customer
if you:
® refuse service or ignore a disabled customer for a reason
to their disability
® provide a worse service or serve the disabled person in
an interior way.
® offer terms of service that are not as good as other
people obtain, including charging more or imposing
extra restrictions.



Reasonableness explained

The Act applies to all service providers regardless of size of
resources, or whether the service is paid for or free. However,
the size and resources of the service provider may be taken into
account in deciding what is reasonable in the circumstances.

To fulfil your obligations under Part 3 of the Act (dealing with
access to goods, facilities and services) a service provider may
have to:
® change a practice, policy or procedure which currently makes
it impossible or unreasonably difficult for disabled people to
make use of the service
® take reasonable steps to provide auxiliary aids or services if it
would enable or make it easier for disabled people to make
use of the services which it offers to the public
® and to take reasonable measures to remove or alter physical
features that are barriers to service delivery or provide a
reasonable alternative method of making services available.

Physical features arise from:

® abuilding's design or construction

® the approach to, exit from or access to a building, ie.
steps, steep ramps, narrow doors and heavy doors,
poor illumination and rough surfaced pathway

® any fixtures, fittings, furnishing and furniture, i.e. dining
tables, high reception counter, a cluttered environment
blocking ease of passage and thick doormats

® and any other physical element or quality of land comprised
in the premises, i.e. external steps, gravel paths, turnstiles,
advertising boards restricting passage, overhanging
branches and outdoor furniture.

This list is not exhaustive, it is intending to raise your awareness
of what can be considered a physical feature.

Anticipating needs and understanding the access problems that
disabled people experience can be very difficult for many people
who have little experience or contact with disabled people.

We hope that this guide will raise your awareness of access
issues and help you assess the accessibility of your park so

that you can anticipate the access needs of disabled visitors
and undertake reasonable action to improve accessibility.

It is also important to note that while specialist providers continue
to cater specifically for the requirements of disabled customers,
most disabled people prefer to use non-specialist services.

The Disability Discrimination Act (continued)

The Act (introduced in stages since Dec 1996) is already evolving
as service providers, disabled people, the Disability Rights
Commission and the Courts begin to test the implications and
interpretation of the Act. It is therefore not possible to provide
definitive guidance on what is a reasonable course of action,

as the test of 'reasonableness’ (whether a service provider has
acted in a reasonable manner) is dependent on the individual
factors relating to the service provider and the service purchaser/
user. No two situations will be the same.

Because each case will be decided on its own merits it is hard
to decide what is 'reasonable’ but consider the following and
be able to provide evidence of your efforts.

Reasonableness depends on a number of factors, including:
® the type of service

® the nature of the service provider and its size and resources
® the financial and other costs of making the adjustments

® the availability of financial assistance and the financial
resources of the provider

the money already spent on making adjustments

the practicality of taking measures and the likely disruption
that may be caused

® the effectiveness of any proposal.

A reasonable adjustment = any measures that can help disabled
people enjoy the service as much as a non-disabled person.
Any action that is taken is likely to consider the list above.

Businesses and organisations may consider all these factors when
deciding what would be reasonable in their circumstances. What
would be reasonable is in part proportionate to the size and the
resources available to the service provider. Larger businesses
and organisations are expected to do more than smaller ones.
What is reasonable will also depend on the impact of the action
on both the disabled person and other service users and the
business or organisation. It is for these reasons that we urge that
tourism providers do what they can to improve their accessibility.

To help tourism business and organisations fulfil their
responsibilities under the DDA and to increase the
understanding of accessibility and customer service

to disabled people we encourage anyone working in
tourism to undertake a "Welcome All' course. This
course will give you and your staff greater confidence
to interact with disabled people and deliver service

in a non-discriminatory manner. For further details of
this course please visit www.welcometoexcellence.co.uk
or consult your Regional Tourist Board.



So what do you do now?

Action points

1. Fill in the appropriate self survey forms available
from VisitBritain (feedback®@uvisitbritain.org)

2. Prepare your action plan

3. Produce an access statement (refer to advice
& benefits leaflet for further information)

4. Complete staff training
Staff who have direct contact with guests must have
attended disability equality training, which advises them
how they can help people with various disabilities.
A certificate should be available to validate this.
This should include all booking and reception staff
and managers of each department.
Disability awareness training can be accessed through
Local Authorities, RNIB, Regional Tourist Boards
(Welcome All courses) or Local Enterprise Units.
It is essential that staff are aware of all emergency evacuation
procedures and that written procedures are in place.

5. Join the National Accessible Scheme (NAS)
The National Accessible Scheme (NAS) is one of the most
widely accepted ways of improving access and quality,
and of indicating what you have achieved. Meeting the
standards will not guarantee compliance with the Disability
Discrimination Act (DDA) nor will it meet every particular
need in every situation. It will however show that your
business is providing a certain level of accessibility and
you have an accessible policy in place which includes staff
training. It wil also go a long way in assisting the tourism
industry to provide a more accessible environment and
most importantly will offer customers an informed choice.

How to use this booklet

The booklet is divided into three sections; Hearing Impairment,
Visual Impairment and Mobility Impairment. You can choose to
work towards as many of the three standards as you wish, they
can be applied for separately or in any combination. So in theory
you could apply for just the mobility standard or just the visual
standard or just the hearing, or any two or all three of them. After
completing the self survey forms you should have a good idea
of which level of each impairment category you could achieve
e.g. V1 (visual), H1 (hearing) and M2 (mobility).

In order for VisitBritain to award you a rating under this scheme
you must meet all of the requirements for the level you choose
under each impairment. It may be that physical and or building
constraints may prevent you achieving any level, however

the measures you take in trying to meet at least some of them
will illustrate your willingness to provide for the needs of
disabled guests.

So what do you do now?

Under exceptional circumstances, VisitBritain may award
dispensation to an establishment who, through no fault of
their own, cannot meet certain criteria eg. a listed building.
This is arranged through the assessor and VisitBritain.

Do not be discouraged by the apparent complexities of this
scheme and of complying with the law. Some aspects such as
providing large print menus (and/or instructions) are simply
done (see accompanying ‘Advice and Benefits' leaflet).

National Accessible Scheme
Requirements

The booklet has been designed to give you all the information
you need for the level of access you intend to provide. It also
includes details of the other levels, as there may be requirements
you are able to incorporate or currently provide, while not
achieving this level in all areas.

The easiest way to use the booklet is to pick the level you want
to achieve and read the columns vertically down the pages to
ensure you meet the requirements for that level.

There are some requirements printed in standard type; these
must be in place to achieve an award for that level of provision.
The text in lighter grey type denotes further guidance but is not
compulsory. Establishments will not be excluded from the scheme
just for not following advice.

Any information given in italics refers to outside organisations
whose details can be found at the back of this booklet.

The standards have been developed with the accommodation
for each sector in mind. They also cover primary facilities such
as bars, restaurants, lounges etc. One area that is not covered
by the standards is the leisure facilities eg. gym, pool, solarium,
golf or other indoor/outdoor leisure activities and their associated
changing rooms and/or toilets. We do however recommend
that these facilities meet the level of accessibility that the core
services do, but they will not be assessed under the National
Accessible Scheme.



So what do you do now? (continued)

So what do you do now? (continued)

Hearing and Visual Impairment Standards

These are divided into two sections. V1 and H1 are simpler
levels to achieve. V2 and H2 are more onerous but there may
be parts of them that you are easily able to comply with, in
addition to meeting the requirements of V1 or H1.

On the right hand side of each page you will find an advice
column which is designed to further clarify a requirement
or to provide you with further guidance on how to meet a
requirement, or where you can get more information.

Mobility Impairment Standards

These are divided into five levels, each in a separate column.
The first four are non-progressive levels of requirements for you
to achieve. This means they are stand alone levels of provision.
M3 (A or 1) is no better than M1; it is just about providing
facilities for a different degree of disability. The fifth column
refers to an Exceptional level of provision, giving access to

the vast majority of guests with a mobility impairment.

N.B.

The hearing, visual and mobility impairment standards can be
applied either separately or in any combination.

Establishments must have completed an access statement giving
guests a clear indication of their commitment to accessibility and
facilities provided, for further information please see separate
"Advice and Benefits" leaflet.

When purchasing equipment, planning extensions or completing
refurbishments please consider the needs of all guests including
both disabled and non-disabled guests.

Throughout the requirements in each section there are
requirements in standard type, these must be in place to
achieve an award for that level of provision. The text in
lighter grey type denotes further guidance. Establishments
will not be excluded from the scheme if they fail to meet
the information in further guidance.
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Part 1 Accessibility Standards for Hearing Impairment
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Part 1 Section 1 — Pre-arrival, Arrival & Reception
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Part 1 Accessibility Standards for Hearing Impairment
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Glossary of Terms and Definitions

Glossary of Terms and Definitions

Bed/table blocks
Wooden blocks to raise a bed/dining table for wheelchair users.

Braille
A reading system for blind people using patterns of raised dots to form letters.

Egress
Means of escape or exit

Gradient
Slope of ramp.

Induction loop
Induction loop replaces the sound path between the sound source and the listener with either an inductive
(magnetic) or infrared signal that is not affected by acoustics or other sounds.

The listener uses a receiver that converts the signal back to sound. A counter loop enables staff in reception
or other public areas to communicate much more effectively with someone who uses a hearing aid.

Hearing aid users, if an induction loop is installed, simply switch their hearing aid to the 'T' position to hear
staff without background noise.

Luminance
Brightness or light intensity of a surface.

Minicom
Minicom is a widely used brand of textphone.

Nosing
Projecting front edge of a tread or landing that may be rounded chamfered or otherwise shaped.

Outside opposite door
The space from the closed door to the wall opposite that is available to use and free from obstruction.

Tactile paving
Profiled paving surface providing guidance or warning to blind and partially sighted people.

Textphones

Provides text communication over public telephone lines. The handset is fitted on to acoustic cups, or it may be
connected directly to the telephone line. The person wanting to send a message uses the small QWERTY keypad;
the message, which is received, will then be displayed on a small screen. By taking turns, it is possible to carry on
a conversation.

Vibrating Pad
This maybe connected to an alarm clock, a smoke detector or emergency alarms. When placed under a mattress
or pillow, the pad will waken the guest.
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Where to go from here...further help

The organisations below can all offer additional help, or supply equipment

Action for Blind People
14-16 Verney RoadLondon SE16 3DZ
Tel: 020 7635 4800 Fax: 020 7635 4900/4829

Action for Blind People is a national charity who aim to enable visually
impaired people to enjoy a greater choice of opportunities in their lives.
They offer a variety of specialist holidays within the UK and own four
specially adapted hotels and a mobile service which tours weekly.

Access Association

Walsall MBC, Civic Centre, Walsall WS1 1TP
Tel: 01922 652010 Fax: 01922 614210
Email: Faoxs@walsall.gov.uk

The Access Association was formed in response to the needs of professionals
for networking and support. In particular those whose primary responsibilities
is to promote and facilitate accessible environments and services for all
including people with disabilities.

Arjo Hire
St Catherine Street, Gloucester, Gloucestershire GL1 2SL
Tel: 08702 430430 Fax: 01452 428344 Web: www.arjo.com

A National organisation providing a service for the short-term hire of hoists
for people who need assistance with standing, bathing and transferring.

BT Age and Disability Action Team
Voice: 0800 800 150 Fax: 01332 822 839 Email: disability@bt.com

‘Communication Solutions, BT's products and services' — a guide for
older or disabled people 2003.

BSI Customer Services

389 Chiswick High Road, London W4 4AL

Tel: 44 (0) 208 9969001 Email: CServices@bsi-global.com
Web: www.bsi-global.com

British Standards is the national standards body of the UK, responsible for
facilitating, drafting, publishing and marketing British standards and other
guidelines. BSI is responsible for BS8300:2001 referred to in this document
and can be ordered from the above.

Building Regulations 2000: Approved Document (Part M) 1 May 2004
Office of the Deputy Prime Minister
Web: www.odpm.gov.uk

Copies of Building Regulations 2000: Approved Document (Part M) can be
obtained via the website above. This document is an advisory guide and
complements the BS8300:2001 and we suggest should be referred to
when completing any new building or alteration work.

Centre for Accessible Environments

70 South Lambeth Road, London SW8 1RL

Tel: 0207 8400125 Fax: 0207 8405811 Email: info@cae.org.uk
Web: www.cae.org.uk

Gives advice and information on making buildings and places accessible
to all users including disabled and older people, and on enhancing quality
in design.

CIBSE

Chartered Institution of Building Services Engineers,
222 Balham High Road, Balham, London SW12 9BS
Tel: 020 8675 5211 Email: enquiries@cibse.org
Web: www.cibse.org

Connevans Ltd

54 Albert Road North, Reigate, Surrey RH2 9YR.

Voice: 01 737 247571 Textphone: 01 737 243134

Email: mail@connevans.com Web: www.connevans.com

Equipment for the deaf and hearing impaired in education,
employment and home and leisure. Online catalogue.

Deaf Alerter

Enfield House, 303 Burton Road, Derby DE23 6AG.

Voice: 01332 363981 Fax: 01332 293267 Textphone: 01332 291921
Email: info@deaf-alerter.com

Deaf Alerter provides complete building coverage with equal opportunity
to fire alarms and audible warnings for all; including public address
announcements and other information hearing people receive audibly.

Dial UK - The Disability Helpline

St Catherine's, Tickhill Road, Doncaster, South Yorkshire DN4 8QN
Tel: (and minicom) 01302 310123 Fax: 01302 310404

Email: enquiries@diakuk.org Web: www.dialuk.org.uk

Dial UK is the National organisation for the DIAL network and has
140 disability advice centres run by and for people with disabilities.
They give free, independent advice on all aspects of disability over
the telephone and drop-in centres.

DDA Leisure Directory
Stable Publishing Ltd
Tel: 020 8288 1080 £35 each

A step by step guide to marketing the needs of disabled customers and
your duties under the Disability Discrimination Act — 180 pages produced
with essential business information for leisure and sports operators, designers,
architects and builders.

Inside — What the DDA covers
- Key demographics
— Barriers to participation
- Making buildings more accessible
- Management planning
— Risk assessment
- Case Studies
— Suppliers

Disability Rights Commission (DRC)

DRC Helpline, Freepost MID02164, Stratford-upon-Avon CV37 9BR
Helpline: 0845 622 633 Fax: 08457 778 878 Email: enquiry@drc-gb.org
Txt: 08457 622644 Web: www.drc-gb.org

Provides information and advice to service providers. DRC is an independent
body, established by Act of Parliament to eliminate the discrimination faced
by disabled people and promote equality of opportunity.
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Disabled Living Foundation

380-384 Harrow Road, London W9 2HU

Tel: 0207 2896111 Helpline: 0845 130 9177 (10am-1pm Mon-Fri)
Minicom: 0207 432 8009 Fax: 020 7266 2922

Email: advice@dlIf.org.uk Web: www.dif.org.uk

This is a national charity providing information and advice on disability
equipment and suppliers throughout the country. They run a helpline
that can answer questions about where to find equipment and access
information, offering solutions for independant living.

Gordon Morris Ltd

Twyford House, Ham Street, Baltonsborough, Glastonbury
Somerset BA6 8QG Voice/Textphone: 01458 850396

Email: info@gordonmorris.co.uk Web: www.gordonmorris.co.uk

Hearing Aid Specialists. Hearing aids to overcome many difficulties in work,
home and place of entertainment. Solutions for individual employees right
up to complete systems for large board and meeting rooms.

JMU Access Partnership

105 Judd Street, London WCTH 9NE
Tel: 020 7391 2002

Web: www.jmuaccess.org.uk

Joint Mobility Unit established by RNIB & Guide dogs for the Blind
Association (GDBA) providing help and advice on a range of subjects
(including signs).

National Register of Access Consultants

70 South Lambeth Road, London SW8 1RL

Tel: 0207 735 7845 Txt: 0207 840 0125

Fax: 0207 8405811 Email: gora.neogi@nrac.org.uk
Web: www.nrac.org.uk

A resource for building owners and managers seeking advice on how to
make improvements to the built environment for the benefit of disabled
employees and customers. It facilitates the selection of reputable access
auditors and consultants who can demonstrate their credentials through
their membership status.

Royal Association for Disability and Rehabilitation (RADAR)

12 City Forum, 250 City Road, London EC1V 8AF

Tel: 020 7250 3222 Fax: 020 7250 0212 Email: radar@radar.org.uk
Web: www.radar.org.uk

A national campaigning body on disability, with membership to over
400 disability organisations.

Royal National Institute for the Blind
105 Judd Street, London WCTH 9NE
Helpline: 0845 766 9999

Tel: 020 7388 1266 Fax: 020 7388 2034
Web: www.rnib.org.uk

Charity providing services for the 1.7million people with serious sight
problems in the UK.

RNID - for deaf and hard of hearing people

19-23 Featherstone Street, London ECTY 8SL

Tel: |nformation Line 0808 808 0123 Fax: 020 7298 8199

Email: info@rnid.org.uk Web: www.rnid.org.uk

Charity working towards improved standards of living for deaf and hard
of hearing people.

RNID Sound Advantage
1 Haddonbrook Business Centre, Southgate, Peterborough PE2 6XY
Voice: 01733 232607 Textphone: 0870 789 8822 Web: www.rnid.org.uk

Largest charity representing the 8.7 Million deaf and hard of hearing
people in the UK.

Sarabec Ltd,

15 High Force Road, Middlesbrough TS2 1RH

Voice: 01642 247789 Fax: 01642 230827 Textphone: 01642 251310
Email: mail@sarabec.co.uk Web: www.sarabec.com

Manufacturers and suppliers of equipment for deaf and hard of hearing
people. Have their own design and manufacturing capabilities allowing
them to develop technically advanced products.

Tourism for All UK (formally Holiday Care, Tourism for All, IndividuALL)
The Hawkins Suite, Enham Place, Enham Ala mein, Andover, Hampshire
SP11 6JS Tel: 0845 124 9971 Fax: 0845 124 9972

Email: info@holidaycare.org or admin@holidaycare.org

Web: www.tourismforall.info

The UK's central source of holiday and travel information for disabled people.

'Welcome to Excellence’ courses
Web: www.welcometoexcellence.co.uk

‘Welcome All' is one of many courses that are provided by the Regional
Tourism Organisations and is designed to provide practical advice and
guidance on service to customers with disabilities and special needs
(includes information on the Disability Discrimination Act).

WAI/W3C
Web Accessibility Initiative/World Wide Web Consortium
Web: www.w3.0org/WAI or www.cast.org/bobby

In coordination with organisations around the world, pursues accessibility
of the web through five primary areas of work: technology, guidelines,
tools, education and out reach, and research and development.

Bobby is a test program that uses W3C standards to help ensure web
pages are accessible.
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Code of conduct

The proprietor/management is required to undertake
to observe the following Code of Conduct:

® To meet the minimum quality standards within the
National Quality Assurance Standards for cleanliness,
service and guest care;

® To describe accurately in any advertisement, brochure,
or other printed or electronic media, the facilities and
services provided;

® To make clear to visitors exactly what is included in all
prices quoted for accommodation, meals and refreshments,
including taxes, service charge and any other surcharges.
Details of charges for additional services/facilities should
also be made clear;

® To give a clear statement of the policy on cancellations to
guests at the time of booking i.e. by telephone, fax, email
as well as information given in a printed format;

® To adhere to, and not to exceed prices quoted at the
time of booking/occupation for accommodation and
other services;

® To advise visitors at the time of booking, and subsequently
of any change, if the accommodation offered is in an
unconnected annexe or similar and to indicate the location
of such accommodation and any difference in comfort
and/or amenities from accommodation in the establishment;

® To give each visitor on request details of payments due
and a receipt, if required;

® To deal promptly and courteously with all enquiries,
requests, bookings and correspondence from visitors;

® Ensure complaint handling procedures are in place, and
that complaints received are investigated promptly and
courteously and that the outcome is communicated to
the visitor;

® To give due consideration to the requirements of disabled
visitors and visitors with special needs, and to make suitable
provision where applicable;

® To provide public liability insurance or comparable
arrangement and to comply with all applicable planning,
safety and other statutory requirements;

® To allow a VB representative reasonable access to the
establishment, on request to confirm the Code of
Conduct is being observed.

Conditions for participation

All establishments participating in the National Accessible
Scheme (NAS) are required to:

® Meet or exceed the VisitBritain (VB) minimum

requirements in the relevant accommodation sector;

® Observe the VB Code of Conduct;

® Be assessed to the required frequency, and, in the event
of complaints, allow access to authorised representatives
of VB;

® Pay participation fee;
® Complete an annual information collection questionnaire.
® Have a current access statement available to guests

® Key personnel must have attended disability awareness
training and have certificates to support this.

Change of ownership

When an establishment is sold, the existing rating cannot be
transferred to the new owner, unless otherwise agreed by VB
in writing. The new owner is required to make an application for
participation in the VB National Accessible Scheme.

Signage

Where an establishment, for whatever reason, ceases to
participate in the National Accessible Scheme, all relevant
display signs and print material must be removed.

Any listing in a VB publication/web site and within the Tourist
Information Centre Network are conditional on continued
participation in the National Accessible Scheme.

Failure to observe these conditions may result in the
establishment becoming ineligible to display or use
the VB endorsement in any form whatsoever.
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