
Introduction to Accessible 
Tourism at Aruba Airport
Welcome to our comprehensive training on making Aruba Airport a leader 

in accessible tourism. Together, we'll explore how to create an inclusive 

environment for all travelers.

by Prof. Dr. Earney Las ten PhD



Understanding Accessible 
Tourism

Definition

Tourism that enables people 
with access requirements to 
function independently through 
universal design products, 
services, and environments.

Market Size

1.3 billion people worldwide 
have disabilities, representing a 
massive potential travel 
market.

Economic Impact

The industry loses approximately $58.7 billion annually by not 
addressing accessibility needs.



Importance of Accessibility at 
Airports

Gateway 
Experience

Airports serve as the 

crucial entry point to 

destinations, setting 

expectations for the 

entire visit.

Lasting 
Impressions

The first and last 

experiences shape 

travelers' overall 

perception of Aruba 

as a destination.

Compliance 
Matters

Meeting accessibility 

standards fulfills legal 

requirements and 

demonstrates ethical 

commitment to 

inclusion.



Types of Disabilities to Consider

Mobility Impairments

Affecting movement and requiring 

wheelchair access, ramps, and 

adapted facilities.

Visual Impairments

Ranging from low vision to blindness, 

requiring tactile pathways and audio 

information.

Hearing Impairments

Requiring visual alerts, captioning, 

and staff trained in basic sign 

language.

Cognitive Disabilities

Needing clear communication, 

simplified processes, and patient 

assistance.

Hidden Disabilities

Including autism, chronic pain, and 

anxiety, often requiring subtle 

accommodations.



Aruba Airport's Commitment to 
Accessibility

1 Hidden Disabilities Sunflower Network

Joining in October 2024, recognizing and supporting travelers 
with non-visible disabilities.

2 Gateway 2030 Project

Major infrastructure upgrades incorporating universal design 
principles throughout the airport.

3 Comprehensive Staff Training

Ongoing initiatives to equip all personnel with skills to assist 
travelers with diverse needs.



Key Areas for Accessibility Improvements

1
Physical Infrastructure

Accessible facilities and navigable spaces

2
Information & Communication

Clear signage and multiple formats

3
Customer Service

Trained staff and support systems

4
Emergency Procedures

Inclusive safety protocols

These four interconnected areas form our comprehensive approach to accessibility. Each builds upon the others to create a seamless experience 

for all travelers.



Best Practices in Accessible Customer Service

Respectful 
Communication

Address the person directly, 
not their companion. Use 
person-first language like 
"person with a disability" 
rather than "disabled person."

Offering Assistance

Ask if help is needed before 
providing it. Follow the 
person's specific instructions 
for how to assist them.

Understanding Diverse 
Needs

Recognize that disabilities vary 
widely. What works for one 
traveler may not work for 
another with similar 
conditions.

Patience & Flexibility

Allow extra time when needed. 
Be ready to adapt procedures 
to accommodate various 
accessibility requirements.



Assistive Technologies and Services

Mobility Solutions

Various wheelchair options and mobility 

aids to assist travelers throughout their 

airport journey.

Hearing Assistance

Hearing loop systems at key points and 

staff trained to communicate effectively 

with deaf travelers.

Visual & Wayfinding Aids

Accessible signage, visual paging 

systems, and tactile maps to facilitate 

independent navigation.



Creating an Inclusive Airport 
Experience

Arrival & Check-in

Accessible drop-off areas, priority lanes, and trained staff at all touchpoints.

Security & Immigration

Sensitized officers, accessible screening processes, and clear communication of 

procedures.

Airport Facilities

Accessible retail, dining, and restrooms. Quiet rooms for travelers with sensory 

sensitivities.

Boarding & Departure

Seamless assistance, priority boarding, and proper handling of mobility 

equipment.



Next Steps and Continuous 
Improvement

1 Comprehensive Training Programs

Implementing regular staff training on disability awareness and practical assistance 

techniques across all departments.

2 Feedback Mechanisms

Establishing multiple channels for travelers with disabilities to share their 

experiences and suggestions for improvement.

3 Strategic Partnerships

Collaborating with local and international disability organizations to gain expertise 

and validate accessibility initiatives.

4 Regular Accessibility Audits

Conducting thorough assessments of all airport facilities and services to identify 

and address accessibility gaps.


