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LU Objectives:

1. To analyse how to make information
accessible, understandable and usable by as
many visitors as possible.

2. How to design accessible information in
different formats and deliver it through
different information channels
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Universal Design for Customer Engagement in Tourism
Services

Irish Standard presents guidance for the use of

_ —- Universal Designs to improve the engagement
cistomi eue et between tourism services providers and their
b customers, in:

1) Electronic based communications
E 2) Written communications
| 8% 3) Telephone communications
— ‘““'" 4) Face-to-face communications
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Universal Design for Customer Engagement in Tourism
Services - Toolkits for Tourism Businesses

Tourism (&) . .
% [ 121 The Centre for Excellence in Universal
I i S Design publishes requirements and
guidance for tourism service providers,

in the provision of tourism products
nDA communications and tourism services
Semines communications

UD Toolkit

http://universaldesign.ie/Products-
Services/Customer-Engagement-in-Tourism-Services/
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Universal Design for Customer Engagement in Tourism
Services-Toolkits for Tourism Businesses

- Univarsal Dasign Toolkit » Universal Design Tool kit Universal Dﬂi(jﬂ Toolkit
4 for Customer Engagemant g fer Customer Engogement " for Customer Engagement

3 Electronic & Web
Based Communication

2 Face-to-Face, Telephone &
Video Communication

W b

Toolkits for 1. Written Communication, 2. Face-to Face, Telephone and Video
Communication, and 3. Electronic and Web-based Communication.

http://universaldesign.ie/Products-Services/Customer-
Engagement-in-Tourism-Services
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Universal Design — Customer Face-to-Face
Communication

Jurys Inn video: http://universaldesign.ie/Products-Services/Customer-Engagement-in-Tourism-Services
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Universal Design — Written Communication for
Customers

Hotel video: http://universaldesign.ie/Products-Services/Customer-Engagement-in-Tourism-Services
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Communications: Winning more customers

52% of customers purchase more from a business as a result of a
good customer experience.

58% of customers are more likely to tell others about their
customer service experiences today than they were five years ago.

24% of customers will continue to use service providers for two or
more years after good experiences.
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Electronic and web-based communications

Having an accessible website makes good business sense.
It is also a legal obligation for online business transactions
(from 2020)

Accessible sites are:
* More visible to search engines

* 50% faster to navigate and

e Offer savings through reduced maintenance costs
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10 Essential Tips for Web Content

1. Page Title: Is your page title distinctive and descriptive?

2. Information Structure: Is your content broken into logical
segments?

Relevant Explanation: Provide Structure

3. Headings: Are there descriptive headings marking content
segments?

4. Semantic Markup: Are headings styled using semantic markup,
e.g., Heading 1, Heading 2, etc.?

5. Legibility: Does the text on the page have enough contrast?

6. Readability: Is the visual display clean and uncluttered, and easy to
read?
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https://accessibility.huit.harvard.edu/structure
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10 Essential Tips for Web Content

7. Language: Is the text written for easy and quick
comprehension?

8. Links: Are the links easy to find, and are they descriptive?

9. Image Alternatives: Do all meaningful images have a suitably
descriptive text alternative?

10. Media Alternatives: Does media have captions for audio
and descriptions for information provided visually?

Co-funded by the Erasmus+ Programme of the European Union
G.A. n. 2019-1-IT01- KA202-007450 - CUP code G95G19000500006




Provide Alternative Text for images
The image on the left shows an image that has no Alternative Text.
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The Wi-Fi protected

access (WPA2)
The WPA2 password is...

passwords is...

Define unfamiliar acronyms
Where your customer may be unfamiliar with an acronym, spell it out
the first time it is used, followed by the acronym in brackets.
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Ann’s Hotel

Hormal test Mormal et Normal S Normad b Werma et Mommad st Mormal et Morma
st Norma! e Normal taxd Normal et Wommal test Hormal test Normal eat Noomad ket

““:’.*”T*":_W“W,,::W e Avoid large blocks of text
as it can be difficult to
read and digest.

whﬂ““w-ﬂm-ﬂh—mﬂhlmmmdm

Ann’s Hotel

I | I I I

Normal inet Nommal e Normel et Nornal fexn Nosmal st Nosma eer A

Use spacing and images
to break up long blocks of
text. The selected images

al e Mormal test Mermal L Normad et hormad et Moema! e

S ot Mo e should support and add
to the text.
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Writing for the Web

* Be personal and use active verbs.

* Avoid technical language, Latin and French expressions and unfamiliar
acronyms and abbreviations.

* Where applicable, provide important information in different languages.

* Present content so that customers can absorb and understand the content
quickly. Help customers to scan text by:

* Presenting key conclusions at the start.

e Presenting information in order of importance.

* Presenting detailed or background information.

* Providing links to related or background information.

* Keep content clear and concise.

e Use the full business name on each page.

e Use a house style.

e Use Alt text to convey the same content as the images or media.

* Use good quality, relevant images that add to or support your text
content.
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Face-to-face, telephone and Video
Communication

Verbal communication

Use plain language

Think about what you are saying

Speak clearly

Speak slowly — take your time

Keep your message simple —one thing at a time
Listen and respond to the customer

Don’t finish your customer’s sentences
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Face-to-face, telephone and Video
Communication

The bathroom? No problem
The reception? madam, I’ll show

I’'m looking for-.. 'm looking for... you where it is.
-.the restaurant ..the restaurant

Be patient. Don't finish your customer’s sentences
Don’t interrupt your customer while they are speaking.
Patiently wait for them to finish.
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Face-to-face, telephone and Video
Communication

| don’t know what
she said. I'll just
nod and smile.

Sorry, would
you mind
repeating that?

If you don’t understand what was said, politely ask your
customer to repeat the information

Screens!
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Face-to-face, telephone and Video
Communication

The bus leaves at
18.00, 18.15, 18,35
and 18.50,

Find a way of communicating that works for your customer
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departure times for
you.




M4 LU 15 - Best Techniques for Different Media

Face-to-face, telephone and Video
Communication

Welcome to the Arts
Venue. What is your
booking number?

Welcome to the Arts
Venue. What is your
booking number?

| can’t hear
youl...

My booking
number is...

Keep background noise and distractions to a minimum
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Document design

Use clear and easy-to-read font

Easy to read fonts Difficult to read fonts

Arial

Gills Sans MT

Ubuntu

Myriad Pro
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Font style affects how easy it is to read
This example shows how much easier it is to read clear and simple

font in bigger size compared to highly stylised or ornate fonts.
Screenshot
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PEOPLE RECOGNISE THE SHAPE OF o
FAMILIAR WORDS, RATHER THAN Avoid using BLOCK

READING EACH INDIVIDUAL LETTER. CAPITALS to emphasise
important information.

People recognise the shape Avoid using /talics to
of familiar words, rather than emphasise important
reading each individual letter. information.

People recognise the shape Avoid using underlining
of familiar words, rather than to emphasise important
reading each individual letter. information.

People recognise the shape Use bold to emphasise
of familiar words, rather than important information.

reading each individual letter.
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Brochure

s b agly renovated i rece

Heading 3

Clear and uncluttered formatting
Information should be easy for your customers to find. Use a
consistent layout and clear formatting using headings.

Co-funded by the Erasmus+ Programme of the European Union
G.A. n. 2019-1-IT01- KA202-007450 - CUP code G95G19000500006




M4 LU 15 - Best Techniques for Different Media

Design of Forms

Ensure good contrast between text and background colours.
Avoid using low contrast or text on a patterned background, as this
makes it harder for the customer to read.
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Booking Form

Customer Booking Form

Cuscomaer detalts (page 1)
Paymuent information (page 2)

Customer Details

How did you haar about us!

Mol rumbse
ol yras Linn fart e informabian on our vervices?
5 Email sddrens

Harw dficd you hear about ws?

‘woslel you ik Furthar information an our senices?

* Required Meld

A well-structured layout makes a form easier to read and complete

It is easier for customers to complete forms without assistance by
providing a logical, well-structured format, which clearly identifies
where information should be filled in and which fields are mandatory.

Co-funded by the Erasmus+ Programme of the European Union
G.A. n. 2019-1-IT01- KA202-007450 - CUP code G95G19000500006




BOOKING OFFICE Booking Office

Avoid using BLOCK CAPITALS
A mixture of upper and lower case letters should be used.
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Accessible toilets

Restaurant

Use symbols in place of text where the symbol is
universally recognised.
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Tourism Desigh Communication

All communication should be easy to access, use and
understand to the greatest extent possible by all
customers.

Development of face-to-face, telephone and video
communication should be guided by the following four
steps that are common to how we all process information:
e Step A: Perceive

e Step B: Discover

e Step C: Understand
e Step D: Use
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Disclaimer

Some of the images included in the presentation are taken from the
Internet: if their use is subject to copyright, please notify it to the
coordinator of Games Without Barriers project who will promptly
remove them.

Send the notification by e-mail to m.minuti@incipitconsulting.it
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