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Today over 1 billion people worldwide live with

some form of accessibility need - that’s the
population of the USA, the EU, Russia and Brazil

combined. [1]

By 2050, the world’s population aged 60 years
and older is expected to double to 2 billion. [2]

Senior and accessible tourism 
represents the single largest untapped 
tourist market in the world. [3]

Multigenerational travel, sometimes referred to

as 3G travel (where three generations of family
members go on vacation together), is among the

fastest growing trends that the travel industry has

witnessed in recent years [4]. One member with
accessibility needs can be the deciding factor for

where the entire group stays for a wedding, a

conference, or a group holiday. [5]

Yet, in the information gathering stage (pre-

travel), there is a lack of, or limited information

about accessible services. This information gap
represents the biggest travel barrier for people

with accessible needs.

Around 50% of people with a disability say they
would travel more if they could be sure more

accessible facilities were available. [6]

Mobility Mojo commissioned this study to

review the current quality of accessibility
information being provided by hotel groups

around the globe.

With this information, Mobility Mojo has
compiled key problem areas in the hotel

industry at the moment and has provided

actionable steps for hotels of all shapes and sizes
to improve their accessibility and, therefore,

provide a superior guest experience for all

potential guests.

We hope this report informs and inspires you to

join us in our mission to open the world to

everyone.

Stephen Cluskey
CEO | Mobility Mojo 

Noelle Daly

COO | Mobility Mojo

The hotel industry’s 
most overlooked 

asset.

The accessible tourism market -

comprised of senior citizens 

and those with accessible 

needs - is the fastest growing, 

but the most underserved 

market in tourism. 

United Nations World Tourism Organization.
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The Survey Sample
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Hotel Website Information

90% of people do their holiday
research online, making your website
the first point of contact for your
brand. [7]

Despite the growing number of travellers
moving to booking hotels online, there remains a
huge information deficit for those with
accessible needs.

In the US, The Americans with Disabilities Act
(ADA) [8] requires hotels to describe the
accessible features of a guest room in enough
detail so that people can determine if the room
will meet their individual accessibility needs.

This study has found that hotels are missing key
information required by those with accessibility
needs such as the height of the bed in an
accessible bedroom, room type, bathroom
fixtures, photos and measurements.

Our research found that 18% of hotels
sampled that have accessible bedrooms,
don’t have any accessibility information
available on their websites whatsoever.

An additional 53% of hotels sampled have
accessible bedrooms in their hotel and a small
amount of accessibility information on their
website but do not allow accessible bedroom
bookings to be made through their online
platform. That is, a person with accessibility
needs cannot book a suitable bedroom without
calling or emailing the hoteldirectly.

Our research found huge disparities in the
information provided across the largest hotel
groups in the world. Some provided accessible
room bookings for 91% of their hotels globally.
However, other hotel groups provided this
service on as few as 1% of their hotel websites
(See next page comparative data).

One global hotel group has added a filter to their
booking system to allow the accessible rooms
available to be booked online. Unfortunately, of
all the hotels within that group, this function was
broken on 46% of hotel websites*.

Of the 1,000 hotels sampled, none provided
sufficient information on their website for a
quadriplegic or paraplegic person to confidently
book a room knowing it would suit their needs.
This information would include measurements of
accessible features of the accessibleroom.

Overall, the amount and quality of information
provided on hotel websites globally leaves a lot
of room for uncertainty and confusion for those
with accessibility needs.

* Accurate at time of study
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60%
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Hotel Websites

53%
of hotel websites 

do not allow 
accessible room 

bookings

Worlds largest hotel 
groups included in 
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35% 
of the hotels that have 
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Pet Friendly info

1,000
Hotel websites 
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measurements of 
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Hotels that allow you to book accessible rooms online
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99% of the hotels surveyed have accessible
bedrooms but do not provide enough detailed
information for someone to determine whether
it suits their needs. These accessible rooms can
result in unsold inventory that is in high demand
from those with accessibility needs. However,
potential guests are not being provided with the
information or, in many cases, the option to
book this inventory.

Hotels that do provide accessible bedroom
information fall short on a number of fronts;

1. Not providing details about the accessible
room type e.g. Twin, Double, King, Suite etc.

2. Not providing measurements of accessible
features in the accessiblebedroom or ensuite.

3. Not providing room specific photos or
measurements so a person with accessibility
needs can determine whether a bedroom does
or does not suit their individual needs.

Detailed information like this can be easily
obtained by hotels to provide trust and empower
their potential guests to decide for themselves
whether or not a hotel can suit their needs.

Often, hotels have spent considerable amounts
of money complying with accessibility legislation
but fail to promote the facilities they invested in.
As a result, accessible rooms are usually last to
be sold.

When a hotel website does not provide the
required details for a hotel room, the next step
is to call or email the hotel for this information.
This study conducted 600 phone calls across the
globe to ascertain the friction in the process of
booking an accessible bedroom.

19% of hotels could not be reached by phone at
the time of survey due to either busy phone lines
or incorrect contact information provided on the
hotel website, which proves the importance of
having this information available online.

Of the hotels that could be reached by phone,
the average call time to collect the minimum
required accessibility information to book an
accessible bedroom was 3 minutes. The longest
call recorded was 22 minutes.

Where the accessible bedrooms are not available
to be booked through the hotel website, we
noted that many hotels advised that guests
follow the below steps if they wish to book an
accessible room type:

• Book a standard hotel bedroom through the
website

• Follow up with the hotel via email stating you
want to book the accessible bedroom

• The hotel would then check the availability of
the accessible bedroom and either confirm or
cancel the booking made by the customer.

Hotel Accessible Bedrooms
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Hotel Accessible Bedrooms 

99%
of hotels have 

rooms designed for 
those with 

accessibility needs

1%
of hotels were 

improving their 
accessible 

rooms/features at the 
time of survey

19%
of the 600 hotels could not be 

reached by phone at time of survey

22 Minutes
Longest call time to obtain hotel’s 

accessibility information

Average Call Time to obtain accessible room 
type information
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Hotel Staff Interactions

Hotel staff are key contributors to the overall

guest experience of all hotel visitors. In this study,
we noted information provided by staff to fully

understand the journey of a person with

accessibility needs when booking an accessible
room by contacting a hotel directly. This process

would be required by anyone with accessibility

needs as a result of the lack of information on
hotel websites.

Of the 600 hotels that could be reached by

phone, 22% of hotel staff could not provide the
hotel’s accessibility information.

19% of calls answered required 1 or more

transfers to obtain accessibility information. 16%
of calls required 2 or more staff to answer basic

questions on accessibility.

3% of staff said their hotel has accessible rooms
that are "not fully accessible". While these hotels

clearly provide semi-accessible room types, it is

unlikely that this information is being consistently
passed on to the potential consumer.

In different regions, hotel staff sometimes

struggled to understand what information was
being looked for. Using common terms such as

“accessibility”, “disability” and “handicapped”, our

researchers still needed to provide further
explanations to extract the relevant information.

By not providing accessibility information on hotel

websites, hotel groups all over the world heighten
the risk of negative customer experience, incorrect

information being disclosed or losing out on

potential sales.

A person with accessibility needs can
be the deciding factor for where the
whole group goes e.g. a family/group
trip, wedding, party or conference.

Providing accessibility information in a
standardised way is essential for hotels to compete
for this currently underserved but extremely
influential and growing globalmarket.

In this study we wanted to get a clearer understanding 
about the accessible bedroom booking process. 

We also wanted to find out how much accessibility 
information staff could provide with confidence.
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22%
of staff reached by phone could 

not provide accessibility 
information

Time frame: 
Nov 2019 -
Feb 2020

% of hotels that 
have bath tubs 

instead of showers 
in the accessible 

rooms 

16%
of hotels required 2 or 
more staff to provide 

basic accessibility 
information

3%
of staff reached said the accessible 
rooms provided in their hotel are 

'not very accessible'.

Hotel Staff Interactions

19%
of calls required 1 or 

more transfers to 
acquire accessibility 

information

Constant Barriers Common Barriers Other Barriers

- Lack of staff 
knowledge around 
accessibility

- Long wait times for 
information

- Inaccurate information 
provided by staff 

- Specific accessibility 
details not available

Survey Barriers Experienced 

- Decline to provide 
information

- Language barrier 
regarding 
accessibility 
information 
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The Way Forward 
is Accessible

99% of hotels sampled in this survey already

have the infrastructure to provide an excellent
and safe service for the accessible tourism

market. The main friction for hotels is in

understanding, obtaining and providing the
required information on their websites.

Those with accessibility needs make bookings

that are on average 2 nights longer [9] and
spend roughly €2000 more on travel than

Millennials and Gen Xers [10].

The hospitality industry can take full advantage
of this previously overlooked yet extremely

valuable market by providing confidence,

reassurance, and trust through hotel websites.

Our study also found that hotels using technology

that displays accessibility information on their
websites have seen an average ROI of 1,900%.

Using such software allows for what was

previously unsold inventory (accessible rooms) to
turn into a highly in-demand offering.

Through our research, it became clear that hotels

have the necessary infrastructure to
accommodate guests with a range of accessibility

needs. However, obtaining this information is a

major challenge for guests as it is not clearly and
accurately provided neither on hotel websites

nor by phone, as a result of hotel staff’s

unpreparedness regarding accessibility.

Next steps:

1. Use accessibility assessment software to assess a hotel’s accessibility. 

2. Gather the relevant info and display prominently on the hotel website.

3. Review how your hotel’s accessibility can be improved and plan for these 
improvements.

Accessibility affects all of us at some stage in our lives. Someone with a

temporary injury, parents with strollers, an elderly relative with a bad hip or

knee, with hearing, visual or mobility impairments. Providing detailed

accessibility information in a standardised way benefits all guests and removes

the risk of confusion or disappointment.
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The Product

Mobility Mojo’s accessibility assessment
software allows a hotel staff member to fully
assess their hotel’s accessibility in under 40
minutes.

This information can then be displayed on your
hotel’s website by adding one line of code to
all relevant web pages. This creates a 'Hotel
Accessibility' button which then displays all the
accurate and detailed accessibility information
crucial to help guests in their decision-making
process.

Innovative Solution for Hotels

To date one of the few ways of capturing hotel
accessibility information has been through
crowd sourcing. However, this is not
always available or is nonspecific, fragmented,
and incomplete.

Part of the difficulty is the lack of uniformity in
standards across different countries.

The level of detail and accuracy required must
be gathered in a systematic and standardised
way, so hotels are able to display accessibility
information with confidence while
removing barriers to travel so that all guests
are made feel welcome.

The Company

Mobility Mojo is a multi-award-winning company, 
founded in 2016 and headquartered in Ireland.

Mobility Mojo’s aim is to bring Accessible Tourism 
into the mainstream tourism offering by helping 
hotels deliver an inclusive and welcoming 
experience for guests with accessibility needs, their 
friends and families.

Our mission is to open the world to everyone. 

Mobility Mojo’s vision is demonstrated through our 
North Star Video.

The founders of Mobility Mojo, Stephen Cluskey 
and Noelle Daly, are both Certified Accessibility 
Consultants through IAAP (GAATES).

Watch Stephen Cluskey speaking at the 2019 Skift 
Global Forum New York:

Our website: www.mobilitymojo.com

https://www.youtube.com/watch?v=Qrkj_go_DsQ&t=1s
https://www.youtube.com/watch?v=cZqklZIL6OI%E2%80%8B
http://www.mobilitymojo.com/
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Further reading

• An estimated 61 mi llion Americans, or 1 in 4 adults, have some type of disability. (Disability Impacts Al l of Us).

• According to the AARP, 10,000 baby boomers are turning 65 every s ingle day, and this is expected to continue into the 

2030s . (United States Census).

• The travel spend of Americans with disabilities rose from $13.6bn in 2002 to $17.3bn in 2015 to $58.7bn in 2020. ( Open 

Doors  Org.)

• Accessible tourism from Europe: CBI Ministry of Foreign Affairs. [2017]. | CBI – EU: Accessible 
https ://www.cbi.eu/market-information/tourism/accessible-tourism-europe (https://www.cbi.eu/node/838/pdf).

• Accessible tourism is a  business opportunity for destinations and companies to embrace all vi sitors and enhance their 
revenues. United Nations World Tourism Organization.
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