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2 Introduction

5.2 [ . The Liverpool City Region Destination Marketing project seeks to position

«;3,"'; Uk Liverpool as a leading accessible tourism destination. By ensuring that planning, ..” . -~

, am P booking, travel, and on-the-ground experiences meet the needs of disabled by S x
visitors, the initiative aims to enhance visitor confidence, satisfaction, and

o ; . ). economic contribution from this vital demographic.

Aims and Objectives
e o liAAALASRAN Our research focused on understanding and improving accessibility across the S —
Liverpool City Region visitor economy by:
A Examining barriers to planning, booking, travelling, and experiencing venues.
A Evaluating accessibility from the perspective of disabled visitors with a wide
range of access needs.
Aldentifying practical, actionable solutions for regional stakeholders to

implement, ensuring an accessible visitor journey.

The primary aim of this research was to provide detailed qualitative feedback
specific to the Liverpool City Region, supplementing and building on existing
accessibility work carried out by VisitEngland. While VisitEngland has developed
toolkits and collaborated with partners to improve accessibility across the visitor
economy, this project sought to capture lived experiences and uncover region-
specific insights.



Methodology

Pre-Arrival Review

Accessibility advocate Carrie-Ann Lightley led an assessment of online resources, focusing
on the availability, clarity, and completeness of accessibility information for venues,
transport, information sites and booking platforms. Representation of disability was
reviewed across this information to understand how confident disabled travellers may be
when planning a trip to Liverpool City Region.

On-the-Ground Assessments
AccessAble Ambassadors, representing a diversity of disabled people, conducted mystery
shopping at a range of venues across the region. Their evaluations covered:

Planning, booking, and pre-visit information.

Travel to and within Liverpool City Region.

Accessibility of attractions, accommodation, and dining.

Participant Diversity
Ambassadors reflected a variety of access requirements, including:
| Mobility (wheelchair and non-wheelchair users).
Sensory needs (users with sight loss and hearing loss).
Neurodivergence (e.g., autism and cognitive needs).
Hidden disabilities (e.g., stoma users).




Methodology

Ambassadors also reflected diverse traveller profiles, including lone travellers, families with
children, couples, those travelling with carers, and those travelling with assistance dogs.

Scope

The research was conducted across the city region, with trips to Liverpool, Southport, and
Wirral. Trip took place between October 2024 and January 2025, including during October
half term. Visits to attractions, restaurants, and hotels provided insights into how these
venues operated as they would to the general public, ensuring recommendations were
practical and real-world.

Broader Activity

This study supplements the work of VisitEngland and aligns with the government’s ambition
for the UK to become the most accessible tourism destination in Europe by 2025. Its
findings provide actionable insights into how Liverpool City Region can attract and
accommodate a broader audience, tapping into the £274 billion potential of the "Purple
Pound."




Pre-Arrival Information
Review: Key Findings and
Recommendations

95% of disabled people check accessibility
information before visiting a new place.

(Source: AccessAble Accessibility and You Survey
2023-24).

Disability is incredibly diverse. While the wheelchair
user symbol is widely recognised, only 7% of disabled
people are wheelchair users. In the UK alone, there
are 16 million disabled people and 4.9 million carers,
each looking for venues that will be accessible for
their own unique requirements.



https://www.accessable.co.uk/articles/accessibility-and-you-survey-results-2023-2024
https://www.accessable.co.uk/articles/accessibility-and-you-survey-results-2023-2024

Key Findings - Venues

We reviewed the websites of 11 attractions, 5 hotels, and 10 restaurants. Our research found that —

All venues reviewed included information about physical

100% § - ° accessibility, such as step-free access, the availability of
wheelchair accessible rooms in hotels, and accessible seating
areas at attractions.

45% of attractions and 40% of hotels included information
about sensory accessibility, such as assistive listening

45% _______________ PY devices, visual or vibrating alarms in hotels, audio guides and
BSL tours at attractions. None of the restaurants included
information about sensory accessibility.

27% of attractions included information about accessibility for
neurodivergent visitors, such as sensory rooms, quiet hours,

27% """""""" ® and sensory friendly theatre performances. None of the hotels
or restaurants included information about accessibility for
neurodivergent visitors.



Key Findings - Venues

None of the venues reviewed used social media to promote

________________ ° their accessibility, missing opportunities to engage and build
@ @ trust with disabled visitors.

Of the 5 hotels reviewed, none included information on

|’ N T ° adjustable beds, hoists, or nearby accessible transport
— =5 options.
ey

Only 9% of attractions offered photos, videos, or visual aids to
reassure visitors with accessibility needs. None of the hotels or

9% """""""" ® restaurants reviewed offered these. Virtual tours and interactive
maps were largely absent.



Key Findings - Information Sites and Booking
Platforms

We reviewed the websites of 8 key regional and national information providers, including booking
platforms. Our research found that -

Visit Liverpool's Accessible City Guide offers insights into
IIII |'|I ________________ ° accessible accommodations, attractions, and transport
options, helping visitors plan journeys that accommodate

various accessibility requirements.

Filters for sensory or cognitive needs were missing on all

//\'
y --------------- o booking platforms reviewed.



Recommendations

Enhance Accessibility Information

A Provide comprehensive physical accessibility details for venues, including
room dimensions, door widths, bed heights, and bathroom facilities like roll-
in showers.

A Highlight key facilities for sensory needs and neurodivergent visitors, such as
assistive devices, quiet zones, and sensory friendly spaces with bookable
times.

Alnclude transport details within accessibility information, such as nearby
accessible bus stops, parking options, and wheelchair accessible taxis.

Use Visual Content
Alncorporate photos, videos, and virtual tours showcasing accessibility
features to inspire confidence during the planning stage.

Collaborate with Accessibility Experts
A Partner with organisations from the to create
structured, trusted and reliable accessibility information which aligns with the
above recommendations.



https://www.visitliverpool.com/includes/plugins/nav/preview_civs/?type=nav_version&typeArgs%5bpreview_type%5d=draft&typeArgs%5bversion_id%5d=679255affcaa0d3b7dcd4a1d&typeArgs%5bnav_id%5d=67503827b9f272d8aa08848a

Recommendations

Strengthen Social Media Engagement
A Encourage disabled visitors to share feedback on venue experiences
through platforms such as surveys, review sites, or comment cards.
A Promote accessibility on social media channels using testimonials, photos
and videos of accessible features, and case studies highlighting successful
adjustments.

Ensure Website Accessibility
A Comply with —including screen-reader compatibility, and
provide simple, clear language and captioned videos.



https://www.w3.org/TR/WCAG21/#intro

Visitor Journey and
Experience: Key Findings
and Recommendations

Planning and Booking

95% of disabled people said they had felt anxious
before visiting somewhere new due to worries about
accessibility.

Planning ahead to visit new places is a common
practice, with the typical time spent researching
accessibility information before visiting a venue
ranging from 20 minutes to 1 hour.

(Source: AccessAble Accessibility and You Survey
2023-24).



https://www.accessable.co.uk/articles/accessibility-and-you-survey-results-2023-2024
https://www.accessable.co.uk/articles/accessibility-and-you-survey-results-2023-2024

Key Findings - Planning and Booking

/7 Ambassadors planned and booked trips to the Liverpool City Region, researching accessibility
information across attraction, hotel, restaurant and transport provider websites, as well as booking
and information sites. Our research found that -

85% of Ambassadors found their trips easy to book, but only
8 57’ ________________ ° 43% found accessibility information that was easy to find and
° use. While AccessAble and some venue websites provided
structured information, other platforms lacked clarity and
consistency.

//‘\‘ Key gaps included missing information on sensory and
y --------------- ® cognitive accessibility features and accessible transport

routes.

1"



Key Findings - Planning and Booking

Although 83% felt confident in planning their trips, some
expressed pre-travel anxiety due to incomplete or unclear
details about accessible rooms, and transport disruptions.

Ambassadors felt that the Accessible Liverpool City Guide
was a reliable pre-visit planning resource.

12


https://www.visitliverpool.com/liverpool-accessibility-guide/

Recommendations

Standardise Accessibility Information Across Venue Websites
A Create dedicated accessibility sections for all venue websites.

A Describe for physical, sensory and cognitive
needs.

A Signpost to local accessible transport information.

Alnclude this information in an . VisitEngland’s

recommended format is an

Leverage Digital Tools to Inspire Confidence
A Ensure your Accessibility Guide provides high-quality photos, videos, and
virtual tours of accessibility features. These tools can help visitors assess
suitability and plan their trips with confidence.

Facilitate Pre-Arrival Communication with Venues
A Offer direct contact options for accessibility enquiries, such as live chat or a
dedicated phone number or email service, to build trust with visitors.

14


https://www.visitbritain.org/business-advice/make-your-business-accessible-and-inclusive/visitengland-accessible-and-inclusive-6#key-accessibility-features--3
https://www.visitbritain.org/business-advice/make-your-business-accessible-and-inclusive/update-accessibility-information#accessibility-guides
https://liverpoolcityregion.youraccessibilityguide.co.uk

Recommendations

Promote Accessible Booking Features Online
A Work with booking platforms to incorporate clearly labelled accessibility
features.
A Enable online booking for accessible rooms to streamline the process for
disabled travellers.

Expand Accessible Itineraries Across the Region
A Develop region-wide accessible itineraries connecting major attractions,
transport routes, and dining venues.
Alnclude step free routes, accessible locations, and real-time transport
updates.
A Begin with key visitor hubs, ensuring the itineraries are scalable and inclusive
for diverse needs.

15



Visitor Journey and
Experience: Key Findings
and Recommendations

Travel to and Within the Region

In 2022, disabled adults in England made 25% fewer
trips than non-disabled adults. (Source: National Travel

Survey).

For many, the accessibility of public transport, clear
wayfinding, and reliable disruption communication are
critical factors in planning travel.

Without these, disabled travellers are often excluded
from opportunities to explore new destinations.



https://www.gov.uk/government/statistics/disability-accessibility-and-blue-badge-statistics-2022-to-2023/disability-accessibility-and-blue-badge-statistics-england-2022-to-2023?utm_source=chatgpt.com#national-travel-survey-findings
https://www.gov.uk/government/statistics/disability-accessibility-and-blue-badge-statistics-2022-to-2023/disability-accessibility-and-blue-badge-statistics-england-2022-to-2023?utm_source=chatgpt.com#national-travel-survey-findings

Key Findings - Travel to and Within the Region

7 Ambassadors travelled to and within the Liverpool City Region, capturing the accessibility
experience of train, bus, MerseyRail, and MerseyFerry transport. Accessible parking for those
travelling by car was also considered, as well as pedestrian routes. Our research found that -

52% of participants walked or wheeled to venues, highlighting

5 z,y ________________ ° the need for well maintained and accessible pedestrian
° routes.
A Ambassadors faced barriers with unclear announcements and
" --------------- ® disruption handling, such as a 1.5-hour delay caused by non-
transcribed updates on train cancellations.

17



Key Findings - Travel to and Within the Region

33% of Ambassadors found pedestrian signage near venues
inadequate, often relying on tools like Google Maps for
navigation.

Ambassadors reported that clearer wayfinding tools, such as
tactile paving and large-print maps, could significantly reduce
stress, particularly for those with sight loss.

Uneven surfaces including cobblestones caused discomfort
for those with mobility conditions, highlighting the need for
smoother step free pathways.

18



Recommendations for Local Authorities

Enhance Pedestrian Wayfinding
Alnstall consistent, visible signage near public transport hubs, side streets,
and major attractions.
A Prioritise highlighting step free routes and ensuring clear wayfinding.

Audit and Improve Surface Conditions Around Key Venues
Commission accessibility audits to identify and improve uneven
surfaces such as cobblestones.

21



Recommendations for Transport Providers

Standardise Accessible Real-Time Updates
A Ensure real-time updates include transcribed announcements, visual
displays, and audio notifications. This ensures that all users can navigate
confidently.

Expand Accessible Transport Alternatives During Disruptions
A Develop detailed guidance and ensure alternative accessible options are
well communicated during service interruptions.
A This should include step free routes, replacement services, and clear
signage at disruption points.

Enhance Accessibility Information
A Ensure websites offer clear timetable information, step free route
descriptions, and detailed information on accessibility for physical, sensory
and cognitive needs.
A Provide details of any assistance available for disabled travellers, whether
advance booking is required, and how to book.

22



Visitor Journey and
Experience: Key Findings
and Recommendations

Accommodation

lIn the UK, 32% of disabled people report that their
accessibility needs are not met by hotels.

(Source: Handiscover).

Ensuring that hotels deliver a seamless and
accessible experience is crucial for enabling disabled
guests and their companions to enjoy their stays with
confidence and ease.



https://thiis.co.uk/one-in-three-disabled-people-in-uk-say-british-hotels-do-not-meet-accessibility-needs/

Key Findings - Accommodation

6 Ambassadors stayed in 5 hotels across the Liverpool City Region, with stays ranging between 1
and 2 nights. Our research found that -

o 80% of Ambassadors found approaches to hotels suitable,
80% B ® . .
noting features like ramps and level entrances.

> et Internally there were barriers including small lifts and manual
- S ® doors. Dim lighting and excessive noise in shared spaces like
— lobbies caused challenges for neurodivergent visitors and
those with sensory needs.

100% of Ambassadors described hotel staff as friendly,
--------------- J welcoming, and accommodating of their needs.

24



Key Findings - Accommodation

50%

50% of Ambassadors booked accessible hotel rooms, and
67/% of those that had booked accessible rooms found the
facilities met their needs. In one hotel, accessible shower
facilities were not as described.

66% of Ambassadors reported that toilet facilities in hotel
public areas met their needs. A lack of stoma friendly toilet
facilities was highlighted.

In one hotel, an Ambassador reported that they could not

access a vibrating pillow alarm system in their standard room.

The Ambassador was moved to an accessible room to
accommodate this.

25



Recommendations for Hotels

Standardise Room Accessibility Features
A Ensure accessible rooms meet essential needs, including:
Lowered light switches and accessible plug sockets near beds.
Hoist compatible beds with adequate clearance underneath.
Assistive devices, such as vibrating alarms or visual doorbell indicators
for sensory needs. If possible, provide these in standard rooms too.

= =

Introduce Quiet Zones and Enhance Lighting
A Designate specific areas in lounges or lobbies as quiet zones, with minimal
noise.
A Ensure key areas like reception desks are well lit to aid lip reading.

Position Accessible Toilets Strategically
A Ensure accessible toilets are conveniently located near public spaces such
as dining areas, lobbies, and conference rooms.
A Features should include hooks, shelf space, and waste bins for stoma users.
has detailed guidance.

26


https://www.colostomyuk.org/wp-content/uploads/2023/02/Colostomy-UK-Stoma-Friendly-Accessible-toilets-2.pdf

Recommendations for Hotels

Enhance Staff Training for Accessibility Needs

Alnvest in training to equip staff with the skills to:
Operate accessibility tools such as vibrating alarms and hoists.
Provide clear guidance on room adjustments or modifications.
Offer support for guests travelling with assistance dogs.

= = =

Review Booking Information Pre-Arrival Guidance for Accuracy
A Check information about your accessible facilities on third party websites
and booking platforms.
A Ensure accessible facilities are described accurately at the online booking
stage.

provides more detail on
inclusive design principles.

27


https://www.visitbritain.org/media/3772/download?attachment

Visitor Journey and
Experience: Key Findings
and Recommendations

Attractions

In the UK, 73% of disabled people have had to change
or cancel plans due to a lack of accessibility at
venues.

(Source: AccessAble Accessibility and You Survey
2023-24).

With disabled people and their companions
contributing an estimated £14.6 billion annually to
England’s tourism sector (Source: VisitEngland),
ensuring that attractions are accessible is not only a
matter of inclusivity but also a significant economic
opportunity.



https://www.accessable.co.uk/articles/accessibility-and-you-survey-results-2023-2024
https://www.accessable.co.uk/articles/accessibility-and-you-survey-results-2023-2024
https://www.visitbritain.org/business-advice/make-your-business-accessible-and-inclusive/discover-value-purple-pound

Key Findings - Attractions

7 Ambassadors visited 14 attractions across the Liverpool City Region, including cathedrals,
cinemas, museums and galleries, safari parks and stadiums. Our research found that -

o 100% of Ambassadors reported that venue approaches, such
100% B ® . .
as pathways and ramps, were suitable for their needs.

70% of Ambassadors found attractions easy to navigate
70% B ®  overall. However, some encountered barriers such as dim
lighting, narrow pathways, and heavy manual doors.

fi Crowded entrance areas posed significant challenges for
wheelchair users and visitors with sensory needs.

29



Key Findings - Attractions

One attraction was reported as having a Changing Places
toilet available for those with additional needs. One attraction
had an accessible toilet that felt neglected and had not been
cleaned.

80% of reported positive interactions with staff, who were
helpful and friendly. Some participants noted a lack of
proactive support, particularly at entrances and reception
desks, which could have alleviated challenges such as crowds
and door accessibility.

14% of attractions did not have information available in
alternative formats, such as large print or audio guides. One
attraction played videos without subtitles. One theatre
attraction had limited performances with subtitles.

30



Recommendations for Attractions

Enhance Signage and Wayfinding
Alnstall clear signage from car parks to venue entrances, with large print maps
and visual markers.
Alntroduce tools like app-based navigation and tactile maps.

Improve Entrances and Toilets
A Ensure step free entrances with automatic or push-button doors, addressing
challenges with manual doors.
A Maintain clean, functional accessible toilets and expand facilities like
Changing Places toilets to meet diverse needs.

Provide Accessible Information
A Create detailed guidance on step free routes, sensory friendly zones, and
available adjustments for disabled visitors.
A Offer materials in alternative formats, such as large print and audio guides.
A Ensure all videos feature captions.

33



Recommendations for Attractions

Expand Accessibility Training for Staff
A Train staff to proactively assist at busy points like entrances, and to
communicate available concessions for disabled visitors

Designate Quiet and Relaxation Zones
A Provide quiet spaces with reduced noise and soft lighting to support
neurodivergent visitors.

34



Visitor Journey and
Experience: Key Findings
and Recommendations

Dining Experiences

In the UK, 14% of disabled people report difficulties
when visiting pubs or restaurants.

(Source: Papworth Trust’s Disability Facts and Figures
Report).

By addressing accessibility and staff training,
restaurants can better serve this customer base.



https://www.papworthtrust.org.uk/news-and-blogs/new-report-highlights-crucial-challenges-still-facing-disabled-people/
https://www.papworthtrust.org.uk/news-and-blogs/new-report-highlights-crucial-challenges-still-facing-disabled-people/

