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Foreword

Contemporary Views on Business: Developing
Business Excellence

Combi2011 is an international conference, where practice and research be-
come one. The conference is held at Himeenlinna, which is a traditional and
vibrant educational and cultural town at the junction of nationally impor-
tant rail, road and waterway network. Combi2011 is held at HAMK UAS
Visamiki Campus area. It is hosted by three Universities of Applied Scienc-
es: HAMK, LAMK and Laurea. The themes for 2011 were: “Learning and
Working in a Virtual World”, “Doing Business in a Global World and En-

hancing Entrepreneurship” and “Accelerating Innovations”.

Combi conference joins the great minds of academics, business leaders and
other professionals from both private and public sectors to share and co-cre-
ate knowledge on business-related topics. It increases the integration of local
enterprises, regional authority and other local actors with research entities. As
a result of attending this international conference, new business solutions and
activities are expected to arise among the participants. Combi is an important
forum for knowledge co-creation and intellectual exchange emphasising part-
nering and international knowledge transfer as sources of competitive edge.

A rigorous double-blind peer review process led to close to 30 full-length sci-
entific paper and abstract presentations. Furthermore, conference keynotes
and invited speakers represent both business and academia, and come from
prestigious affiliations and corporations worldwide. The program is for 3 days,
full with program consisting of key note presentations and track presenta-
tions. There are over 100 persons who signed in to attend the Combi2011
Conference. The participants come from both academic and business sectors,
from about 10 different countries.

Combi2011 Conference organizers would like to express our gratitude to all
the contributors for their effort and commitment in making this event suc-
cessful one and ensuring the high quality of these Proceedings in particular.
Combi2011 is indebted to the Foundation for Economic Education and The
Federation of Finnish Learned Societies for the granted financial support.

On behalf of the Combi2011 Organising Committee, in Himeenlinna, Oc-
tober 5, 2011.

Minttu Lampinen
Head of Project
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Swansea, SA4 9BZ Wales, drjohnball@gmail.com

Debbie Ball, ICWS, Swansea University, Singleton,
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Enterprise and Competitiveness -
Some lllustrative Evidence from
Europe and the Periphery

Abstract

'The successful national and regional economies of Europe are driven by a
common factor, that of competitiveness. This paper addresses two issues; it
suggests firstly that competitiveness cannot occur or be maintained without
high and sustained levels of enterprise. It then questions why two peripher-
al European economies — Finland and Wales' - differ so greatly; the former
leading in almost every published competitive measure whilst the latter re-
mains one of the poorest areas in Europe.

Keywords: Enterprise, Competitiveness, Peripherality, Finland, Wales

Introduction

With continued globalisation the way in which national economies develop
and compete is increasingly seen as being driven by competitive factors that
are invariably associated with successful internal policies. Success in creating
national economic competitive advantage means that countries on the periph-
ery of Europe are not necessarily disadvantaged. However, a number of dif-
ferent factors are required to drive success, beginning with successful enter-
prise, innovation and internal domestic competition. Finland, a country on
the periphery of Europe, has been particularly successful in identifying and
driving factors that have led to competitive success; Wales, equally peripher-
al has failed to achieve any measure of competitive success. Using published
sources, a comparison is made between the two, although since different na-
tional statistical sources prevent an analytical comparison, a narrative ap-
proach is taken.

Enterprise

The importance of enterprise and new business formation and its function in
the wider context of economic development and competitiveness cannot be

! Porter and others all use the words nation, region and country interchangeably; in this paper Wales is
9 treated as a country and nation even though some references refer to “region.”
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over emphasised. A major factor in uneven national and regional econom-
ic performance is low business formation rates, low stocks of regonally based
businesses and the consequent lack of competitiveness (Ball 2008). New busi-
nesses are dynamic, provide choice, competition, and are invariably, local-
ly owned and committed to the local area. High rates of new business crea-
tion have been linked to invention and innovation, new product development,
strong local multiplier effects, substantial sources of employment, drive com-
petition and have been shown to provide a causal link to economic growth and
well-being. In addition, research in the USA (Acs et al 2004) has shown that
high rates of new business creation can make a difference of as much as 5% of
GDP. This startling statistic reflects the importance of high levels of enter-
prise and competition in driving economic growth. The role of competitive-
ness in economic development is reflected in economic theory; resources are
allocated efliciently by the market, this drives competition and which in turn
requires large numbers of business organisations.

Many economies, reflecting the economic orthodoxy of the time — Wales is a
case in point - had since the end of World War Two, based economic develop-
ment policies on inward investment from external donating regions. This in-
variably meant the attraction of large (usually manufacturing) plants yet this
policy has served to militate against the dynamism inherent in enterprise. As
long ago as 1971, the Bolton Report (CMND 4811, 1971) warned that

we fear that an economy dominated by large firms cannot for long avoid os-
sification and decay

and that

we can think of no substitute for the dynamic influence of new forms in pre-
venting the ossification of the economy

The background to competitiveness

The link between successful national competitiveness and the challenge raised
by peripherality depends upon the level of domestic rivalry and crucially on
the creation of new businesses to create new competitors. The role of new
firms is central, new business formation creates new competitors that feed
the process of innovation, itself a determinant of wider economic well-being
(Porter 1998). High levels of domestic rivalry mean that businesses need to
innovate in such a way as to be competitive initially in the domestic economy
and then in the wider economy. To provide the impetus to innovate and com-
pete, emphasis is placed on home demand as the driving force. Businesses are
sensitive to the demands of their closest customers and so the characteristics
of home demand are fundamental as the drivers of competition. In addition
to a healthy local economy, made up of sophisticated and demanding buyers,
growth is needed in the home market. On the supply side, businesses provide
specialisation in products, driven by differentiation but above all, innovation.
'This intense domestic rivalry based on innovation and competition spills out
from the home market as businesses seek markets further away. This approach
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to developing competitiveness explicitly recognises the correlation between
domestic success and the global dimension of modern economies and business
- regions which are more competitive and successful internally will become
successful and competitive externally As Porter (op ciz) puts it:

Paradoxically, the most enduring competitive advantages in a global econ-
omy seem to be local

The concept of developing national competitiveness is reflected in much con-
temporary thinking, notably by Porter (gp ci#). This has led to a number of dif-
ferent publications and studies of competitiveness (Huggins et al 2004, 2006,
2007; Eurostat 2010, World Economic Form 2011) that present the oppor-
tunity to compare and contrast economies with different levels of competive-
ness. Porter’s (op ciz) thinking is based on the development of an economic cli-
mate driven by business competitiveness and has changed the emphasis from
national natural advantage to national competitiveness and the role within
that of business. It draws together variables that inter-connect and underpin
the importance of the wider contribution of business to competitiveness. Sig-
nificantly, Porter (1998) recognises the importance of the national dimension,
pointing out that the characteristics of nations are sufficiently important and
robust and that it is the country rather than the city or region which is the rel-
evant unit. Thus the culture of a nation is explicitly recognised as an impor-
tant determinant of successful national competiveness.

However, since this paper is concerned with the concept of competitiveness,
the issue to address is — what is ‘competitiveness?” While Porter (op ciz) does
not provide a clear definition of “competitiveness,” Huggins and Sootarsing

(2004) describe it as
..the capacity of an economy to attract and maintain firms with stable or
rising market shares in an activity, while maintaining stable or increasing
standards of living for those who participate in it.

They go on to note that competitiveness is
increasingly being measured in terms of creativity, knowledge and environ-

mental conditions rather than accumulated wealth

Woales and Finland - comparative competitive
positions

Overview:
It is illuminating to develop Porter’s ideas on competiveness by comparing

two peripheral economies; Wales, a poor and underdeveloped economy and
Finland, one of the most advanced economies in Europe..
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The population of Finland (5.3 million) is approximately double that of Wales
(3 million) but the difference in GDP is striking; Finland GDP is €179Bn
whilst Wales is less than a quarter of that at €41bn. The difference is further
emphasised when GDP per head is presented; in Finland it is €33307, the cor-
responding figure for Wales is €22567. One of the major problems facing the
Welsh economy is one of space. Over a third of the total population live in the
former mining valleys and the coastal area around the capital, Cardiff. The to-
tal area of Wales is just 20,780 km? reflecting a population density of 143 per
km? in contrast to Finland’s total area of 338,145 km? and a population density
of 15.7 km? There are economic similarities. Both are at the edge of Europe,
both have been — and to some extent still are — dominated by a large neighbour
and both have history of past dependence on a few industries.

Finland:

'The starting point is the European Competitiveness Index 2007 (Huggins
and Davies). In addition to examining internal regions, the 27 European Un-
ion states were ranked by competitiveness and Finland was first, improving
from fifth in the 2004 index. The World Economic Forum’s Global Compet-
itiveness Report (2011) emphasises the hypothesis that peripherality is not
a handicap to developing successful economies. Finland is the fourth most
successful (an improvement from seventh in 2010) whilst Sweden is third (a
decline from second) and Norway is tenth (an improvement from 14®). Two
other peripheral economies, Ireland and Iceland are 29 and 30 respective-
ly, both having declined dramatically (for Iceland from first place) invariably

as a consequence of the banking crises and sovereign debt issues.

Huggins and Davies (i4id) also noted that regions within Finland are amongst
the most competitive and wealthy in Europe and to which reference is made
later. The Finns are proud of being Finnish companies but global players, re-
flecting Porter’s (1998) view of the impact of national culture and pride. This
success is a consequence of developing businesses, especially in the manufac-
turing sector, which are based on innovative ideas, high technology, new firms
and products which in turn, drive further business creation.

Wales:

Competitiveness both in Europe and the UK is further illustrated through the
work of Huggins and Sootarsing (2004)* and Huggins and Day (2006)° which
is particularly illuminating. The European Competitiveness Index (Huggins
and Sootarsing 2004) is a composite analysis developed from five factors; cre-
ativity, the knowledge economy, productivity, economic performance and in-
frastructure. The 2004 index comprised a total of 91 nations and regions in

2 The index is currently being updated although it is the magnitude of the differences that are the im-
portant measure, not the date of the publication

I Ditto
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Europe. Of these, Wales languished near the bottom in 64th place with a
score of 63.6. The only UK region to perform worse was the North East of
England, in 69th place with a score of 59.9.To put this into perspective, the
highest scoring region was Uusimaa, Finland with a score of 261.8. Signifi-
cantly, regions within countries of the same size as Wales, Finland, Nether-
lands, Denmark, Ireland and Switzerland (all of which with the exception of
the latter are to a greater or lesser extent peripheral to mainland Europe) had
far higher levels of competitiveness. Later research showed that Wales’ posi-
tion has not improved, but rather had substantially declined. The 2006 Index
was extended to 118 in total to include nations and regions from the former
eastern block. This showed that Wales had slipped from 64th place to 68th;
and as in 2004, regions within smaller European states, notably again Fin-
land, were recorded as performing better than Wales. By this time all the re-
gions of the UK performed better than Wales and significantly, certain re-
gions of the former eastern block also performed better than Wales (Hug-
gins and Davies 2007)*.

Knowledge Based Industries:

There is a further dimension to competitiveness and that is the role of knowl-
edge based and creative industries. Although such industries are by no means
the be-all and end-all of competitiveness, since to some degree all industries
require and develop knowledge, the picture for Wales remains bleak. Crea-
tivity in its many forms underpins competitiveness and knowledge and is the
basis of innovation. Competitiveness is based upon the propensity for a coun-
try to develop creative businesses that drive the economy away from depend-
ency on external ownership and control, because competitiveness is ultimate-
ly about internal strengths. The 2004 Creativity Index was again a composite
index of eight variables that provided measures of creative talent and activity
within the 91 regions and nations of Europe (Huggins and Sootarsing 2004).
Again, Wales scored very poorly, and of the 91 countries and states record-
ed, Wales was ranked 55*. As was the case with the European Competitive-
ness Index, the most creative European region again, was Uusimaa in Fin-
land which was nine times more creative than Wales, and four times more

than the South East of England.

Wales Internal Position

However, international competitiveness begins with domestic success and
making the comparison between competitiveness and creativity between
Wiales and the rest of Europe is only part of the story. When this comparison
is extended to the Welsh economy and the notion of competitiveness is ex-
amined within Wales and the UK, problems become even more obvious. The
2006 UK Competitiveness Index (Huggins and Day 2006) was devised using

* Ditto
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a three factor model to examine competitiveness in the twelve economic re-
gions of the UK. Wales was eleventh. Applying the same methodology to all
the 433 local authorities of the UK it was found that the areas within which
the majority of the Welsh population reside — the former mining areas clus-
tered in the southern valleys - were the least competitive of all. Merthyr Tyd-
fil, Blaenau Gwent, Rhondda Cynon Taf, Caerphilly and Neath Port Talbot
all appeared in the bottom twenty. The City of London was eight times more
competitive and the top five areas (all around London) were three times more
competitive. The UK Competitiveness Index was updated in 2010 and of the
12 economic regions of the UK, Wales has slipped to bottom. Of the slightly
lesser number of local authorities (379) across the UK examined, the bottom

four places were all authorities in the south Wales valleys - Blaenau Gwent,
Merthyr Tydfil, Caerphilly and Rhondda Cynon Taf.

Employment Structure and Exports:

Porter’s reference to national culture is particularly appropriate to Wales
where enterprise and business is neither understood nor encouraged. Research
has consistently shown that Wales lags behind the rest of the UK and most
of Europe in the approach to new business creation in particular. The econo-
my continues to rely on outdated industries (the largest single employment is
in steel manufacture), remains dominated by externally owned organisations,
41% of all employment is within business sites that employ 250 or more and
are therefore not conducive to encouraging enterprise, and 31% of all employ-
ment is in the public sector.

'The dependence on size and a few industries is illustrated through exports
from Wales, metals and engineering account for 28% of total exports, energy
for 15% and automotive 12%; the USA is the largest single market although
the European Union is overall the major export destination. The level of ex-
ports also provides a useful proxy for the extent to which international com-
petiveness is driven through direct contact with other economies; Finland’s
export equate to 62% of GDP whilst Wales’ is just 30% and mainly restrict-
ed to a few sectors such as those noted above.

Education and Innovation:

Reference has already been made to the substantial difference in competitive-
ness between Wales and Finland illustrated in The European Competiveness
Indices of 2004 and 2007. Education and innovation are central to econom-
ic development and competitiveness and although paucity of statistics on the
performance of the Welsh economy make direct comparisons difficult, the
role of ed ucation in driving the Finnish economy is informative. The Knowl-
edge Competiveness Index (Huggins 2010) is a composite index of 19 sepa-
rate factors that provides an overall benchmark of knowledge and capability
of a region and the extent to which these factors are translated into wealth.
'The index examined 145 regions and not surprisingly, given the education and
knowledge bias to the data used, the most successful regions were in Amer-
ica. However, the three regions of Finland that featured in the research dis-
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played high scores, of the 145 regions; Pohjois-Suomi was 20th, Etela-Suomi
23" and Lansi-Suomi 40®. Again illustrating that nations on the periphery
are not necessarily at a disadvantage, Stockholm was 6™, West Sweden was
16™ an Iceland 11™. 'This though is only part of the picture. Education is by
its very nature dynamic and the index also produced an Index of Knowledge
Intensity; this measures the underlying knowledge base in relation to direct
knowledge output and is therefore an indicator of fuzure economic potential.
'The Finnish position is very positive, of the 145 regions Pohjois-Suomi was
3, Lansi-Suomi 9% and Etela-Sumi 18™.

Similar comparable data for Wales is not available. However, the success in
education by Finland is not replicated in Wales where the number of appli-
cations for university places has fallen by 10% between 2009 and 2011, youth
unemployment is at an all time high with over 20,000 unemployed and the
number of “neets” (not in education, employment training) has grown. Ful-
ly 20% of the entire workforce have no qualifications at all. The problem lies
in basic education, the OECD PISA report for 2009 examined school results
in 67 countries and of these, Wales ranked 36™. Finland ranked first (Brad-
shaw et al 2010).

Reasons for the difference

'The World Economic Forum (op cit) provides three fundamental reasons for
the success of the Finnish economy. The first is a strong focus on education,
occupying the top spot for education in the Forum’s index while well func-
tioning public institutions and the willingness to embrace innovation, tech-
nical adoption and adaptation are the third best in the world.

Huggins and Davies (2007) note that Finland has encouraged innovation
across the entire country and successfully driven a knowledge based econ-
omy. The country also ranks as one of the highest in Europe in the encour-
agement of Research and Development and government has encouraged new
competitive skills through education, learning and. high levels of collabo-
ration between universities and industry. Interestingly, the government ap-
proach has been to encourage supportive economic conditions throughout
the country and for whatever kind of business activity in preference to en-
couraging specific clusters. Interestingly, in September 2011 the Welsh Gov-
ernment announced five new “Enterprise Zones” to develop clusters in spe-
cific product areas, despite evidence from Finland and research that suggests
Wiales is simply too small an entity for such a policy to be successful (Porter

1998, Ball 2008)

'The reasons for Wales’ poor competitive position are clear and long-standing,.
There continues to be an over-emphasis on employment creation per se and
invariably provided by external, inward investing organisations in all sectors,
or in more contemporary times, on attempts to alleviate poverty and provide
welfare in its many forms. This has been to the detriment of developing com-
petitiveness, productivity, the creation of wealth and the establishment of an
indigenous business climate and culture. Over reliance on inward investment
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and the consequent branch plant and employee economy, low levels of entre-
preneurship, poor education standards and a bloated public sector are symp-
tomatic of an economy with serious underlying structural flaws.

'The fundamental difference between the two economies is one of political
leadership; the Welsh practice has been to follow policies and having a po-
litical ideology that almost totally opposes that of Finland where business
awareness, innovation and education are central to the nation’s culture and
economic success. The Finnish approach has been to address strategic issues,
Finland 2015 for example; while in Wales individual piece meal initiatives
remain the way forward.

Being on the periphery of Europe does not mean that national economies
have to be poor or far from economic success or competitiveness. The econo-
mies of Finland, Sweden and Ireland remain extraordinarily successful, even
Israel, not so much on the periphery as in relative isolation, has been referred
to as the “second Silicon Valley.” Although there are structural and cultur-
al differences between these and other peripheral countries and Wales, geo-
graphic peripherality is irrelevant. It is the dynamic and competitive nature
of the economy that makes the difference.
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Viorica Bucur, Laurea University of Applied Sciences,
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Accessibility in tourism
through service innovation
case Helsinki Arabianranta

Abstract

'This study encompasses the outcomes of the project Accessible Service In-
novation in Arabianranta, being part of the Service Innovation in Tourism
course offered in Laurea University of Applied Sciences, Kerava Unit in Janu-
ary —April 2011. Within the course, the third year students from the Tourism
Degree had undertaken an exhaustive research pilot project, under the super-
vision of Leena Kuosmanen, Senior Lecturer and in partnership with Art and
Design City Helsinki Ltd represented by the Project Manager, Sari Snellman.

Tourism is a complex system in which the accessibility represents an essen-
tial dimension which should be present in each of the 5 stages specific for a
tourist experience: anticipation or preparation, journey to the choosen des-
tination, participation, travel back and recollection (Krumpe 2010). Moreo-
ver, the attendance in travel and tourism opportunities is considered a fun-
damental human being’s social right. Consequently, the accessible tourism as
a tourism emerging niche has evolved as a significant field of academic study
and industry practice.

Accordingly, the study’s theoretical background is based on the social mod-
el of accessibility. Conforming to the above-mentioned model, disability is
seen as a result of the socially constructed disabling environments and social
prejudices that exclude disabled people from social participation (Buhalis and
Darcy 2011, 27). Furthermore, this paper examines the inter-reliant connec-
tion between accessibility, universal design and whole-of-life approach. The
core of universal design concept incorporates the idea of designing and deliv-
ering products, services, buildings and environments effortlessly usable by all
people irrespective of their age, sizes, and abilities. In addition, the whole-of-
life approach draws the attention to the access requirements issue as a major
component of the human life span and also as a phenomenon which can af-
fect people at any stage of their life (Russo and Borg 2002, 635).

On the other hand, the global importance of this approach is reflected by the
fact that it has been estimated that persons with disabilities represent a grow-
ing population of travellers consisting of 80 million people in Europe and 650
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million people worldwide (Legacies Now 2010). Moreover, in the latest pub-
lished book concerning the accessibility topic, Professor Buhalis and Asso-
ciate Professor Darcy (2011) emphasize the complex meaning of accessible

tourism concept not only from the perspective of inclusiveness and tourism as

a fundamental right for all, but also involving the business facets of this phe-
nomenon. Thus, accessible tourism is perceived as a viable solution capable of
providing business, employment and prosperity opportunities.

This paper examines the concept of accessible tourism through the perspec-
tive of Helsinki Arabianranta tourist destination case study. The overall pur-
pose of this research is to observe and analyse the current services and serv-
ice chains in and to Arabianranta, assessing which services are suitable or not
to disabled visitors and customers, and based on the research results, to de-
sign a set of recommendations about the services, packages and service chains
should be developed for our case destination in order to strengthen its image
as a visitor-friendly and barrier-free destination.

Conforming to the research outcomes, the level of accessibility in the Ara-
bianranta district still needs improvement measures in the fields of signal-
isation, road marks signs, lightening, traffic control and transportation, in-
formation system and way finding. Consequently, the study proposes a set of
suggestions such as: implementation of signalisation with multilingual op-
tion, informative touchable panels located at accessible height integrating viv-
id colors, incorporated lights, and Braille option, visible multilanguage pan-
els inserting emergency phone numbers, classification of the routes according
to the various categories of mobility impairments, tourism information dig-
ital boards with touch screen, visible road marks with specific colors, adapt-
ed toilets, resting benches, the user-friendly pedestrian crossings, in-road
lightening and in-pavement flashing warning lights.

In conclusion, these recommendations support the strengthening of visitabil-
ity and hospitality in and to Arabianranta, as positive consequences of im-
proved accessibility in the area, in order to make it more visitor-friendly for all
and enable the users to benefit from higher quality barrier-free tourist services.

Keywords: Arabianranta, accessible tourism, barrier-free tourism, social
model of disability, universal design, visitor-friendliness, whole-of-life ap-
proach, PwD

I. Introduction

The present study intends to generate valuable knowledge and suggestions
regarding the tourism potential of Helsinki Arabianranta as a barrier-free
tourist destination. The study’s structure comprises a theoretical approach re-
garding accessible tourism which stresses its relationship with three intercon-
nected concepts: universal design, visitor-friendliness and whole-of-life-ap-
) . .
proach. Moreover, the paper’s theoretical background encompasses as a main
concept, the accessible tourism seen from the perspective of 5 E criteria, pat-
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tern designed by our team under the supervision of our facilitator, Leena Ku-
osmanen: ethical, economic, ecological, (a) esthetic and educational criteria.

On the other hand, this study includes an empirical section based on pri-
mary and secondary data collecting, structured observation, project work in
small teams, field work (February -March 2011), documentation by camera
and video and visits organized at various tourism organizations for assess-
ing their level of internal and external accessibility. The research outcomes
reflect the current situation of the services provided in Helsinki Arabianran-
ta and their adequacy for the visitors and customers with special needs from
the perspective of Finnish winter conditions: long winters with low temper-
atures and big amount of snow and ice which decisively influence the quality
of services and service chains within the destination case.

2. Aim and objectives

'The major aim of the present study consisted of analyzing and assaying the
level of internal and external accessibility within the selected case destina-
tion and make recommendations for improving the accessibility in the area
in order to provide barrier-free tourist services and environments for all the
visitors and customers.

In accordance with the paper’s aim, the main objectives of this study are as
they follow: to analyse and evaluate existing services and service chains with-
in international tourism destinations such as: Australia, New Zealand, Por-
tugal, Spain, Germany, United Kingdom, to observe and analyse the current
services and service chains in Arabianranta and to Arabianranta, to evaluate
which of the services are adequate or not for disabled customers and visitors
and to provide recommendations on what type of services and service chains
should be developed according to the research’s outcomes.

3. Background
3.1 Accessible tourism definition

Definitions related to accessible tourism had developed during the time in
consonance with the evolution of the disability concept. Hence, the phase of
medical model which considered disability as an issue concerning only the in-
dividual was followed by the social model phase in which the accent was put
on socially constructed barriers or disabling barriers ( Buj 2010, 9) represent-
ed by social, economic, political and cultural structures, transport, built en-
vironment, leisure services which affect the individual’s social participation.
Moreover the social model based on the assertion that disability is the prod-
uct of disabling environment, promotes the idea that disability should not be
perceived as a deviation from the realities which society classifies as ‘normal’,
but regarded as an illustration of human diversity. As a consequence, the ac-
cessible tourism concept has embraced different shapes such as: disabled or
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disability tourism, easy access tourism, barrier-free tourism, inclusive tourism,
universal and responsible tourism.

'The target groups which this tourism niche had taken into consideration were
people with visible and non-visible, permanent or non-permanent disabilities
(PwD) such as: mobility impairments (independents’ wheelchairs” users or
supported by a helper, people with walking sticks and crutches and any per-
son with any mobility requirement), sensory impairments (visual and hearing
impairments), communication impairments (persons with delayed and lim-
ited capacity to use expressive and receptive language), intellectual impair-
ments and mental health problems, hidden impairments (heart and circula-
tion problems, breathing difficulties, diabetes, epilepsy, problems related to
liver, stomach and kidney ) and seniors.

A step forward was made due of the efforts of Darcy and Dickson (2009) who

implemented the whole-of-life approach perspective connected with the ac-
cessibility topic. In accordance with their viewpoint expressed through the

Figure 1, accessibility requirements are not resumed only at visitors and cus-
tomers with visible and non visible impairments, but they also encompass

wider categories of people who may benefit from the access facilities and serv-
ices such as families with small children and prams, pregnant women, travel-
lers with heavy luggage, shops customers using trolleys and people with tem-
porary disabilities.

Beneficiaries with access requirements - 31%
* People with disabilities- 20%

* Seniors with access limitations - 8 %

» Families with small children - 3%

Beneficiaries with restricted mobility

® People with temporary disability - uncertain number

Beneficiaries of lack of physical obstacles

+Safe working environment beneficiaries -uncertain number
*Customers with trolleys/ visitors with luggage - uncertain number
*Pregnant women

Fig. | Accessible tourism beneficiaries (Darcy and Dickson 2009)

On the other hand, the definition of accessible tourism is closely linked with
the universal design paradigm whose aim is to simply the life of all visitors
and customers by creating and delivering products, communication and en-
vironments more usable in accordance with the principles that stipulate the
equitable access: unbiased use, flexibility in use, simple and intuitive use, per-
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ceptible information, tolerance for error, low physical effort and suitable size
and space for approach and use (Buhalis and Darcy 2011, 8-9).

* Accessible buildings,
Universal design products &
environments

*Overall ambience
Visitor friendliness  *Accessibility

*Quality of services

*Visitors information

Whole-of-life

*Human life span
approach Y P

Fig. 2 Accessible tourism definition

In conclusion, the accessible or barrier-free tourism enables people with ac-
cess requirements, including mobility, vision, hearing and cognitive dimen-
sion of access, to function independently and with equity and dignity through
the delivery of universally designed tourism products, services and environ-

ments (Darcy and Dickinson 2009, 34).

4. Accessibility and tourism industry

Enabling access to travel and tourism opportunities for people with special
needs as well as for whole visitors and customers requires an adequate legisla-
tion and also a proper functionality of tourism system in order to ensure the
participation of everybody to the travel experiences.

'The awareness concerning the topic of accessibility and tourism was first time
stated during the World Tourism Conference in 1980, when it was adopted
the Manila Declaration which affirmed that tourism is a fundamental right
for all ( Buj 2010, 11). From this major landmark, the juridical basis for acces-
sible tourism was enriched with significant documents such as: The Disability
Discrimination Act — Australia (DDA 1992), based on principle of PwD ac-
cess to all elements of social participation; moreover, the same act recognised
two types of disability standards, one for accessible public transport and oth-
er for access to premises (Darcy and Dickson 2009, 41).

Other important stage in the evolution of legislation regarding accessibility
and tourism was The Cape Town Declaration (2002) which highlighted the

22
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concept of responsible tourism through which tourism is perceived as an in-
clusive social experience, accessible for all (Carlos Buj 2010, 11). This was fol-
lowed by The New Zealand Sign Language Act (2006), through which the
sign language was formally recognized as the third official language of New

Zealand along with English and Maori (Access Tourism NZ 2011).

An important milestone in the process of implementing a legislation regard-
ing the accessibility was The United Nation article 30, Convention for the
Rights of People with Disabilities which stipulates the rights of people with
special needs to culture, recreation and tourism, followed by the EU for-
mal ratification of UN Convention for the rights of People with Disabilities
adopted on 2010, December 23 with the purpose to establish a non-restric-
tive Europe for people with special needs and The New European Disability
Strategy 2010- 2020 adopted by European Commission (Darcy and Dick-
son 2009, 32-44). An important role in organizing and increasing the effec-
tiveness of activities related to the accessible tourism across the Europe be-
longs to European Network to Accessible Tourism (ENAT 2011). As a result,
conforming to the Table 1, the universal icons were adopted as indispensable
tools for ensuring the accessibility in tourism industry.

Table | Universal Icons in accessible tourism (Sydney for All 2011)

Icons Signification

Mobility access is available offering a clear path of travel throughout the venue
including an accessible toilet

A clear path of travel throughout the venue for visually impaired people

Audio description is available

Hearing loop or audio induction loop is available

Auslan sign language interpretation is available

Text captions provided for audio content

@ Telephone Typewriter is available

The labeling, signage and printed materials are available in Braille

Fe e e
g
Te e e

On the other hand, the accessible tourism framework encompasses all the
components of the service chain within a tourism destination, so-called the
six ‘A’ amenities, attractions, ancillary services, activities, available tourism
packages and accessibility (Buhalis and Darcy 2011, 50). Consequently, ac-
cessibility takes into consideration the visitors’ and customers’ information
needs chain starting from the pre(planning) trip phase consisting of gather-
ing information about the tourism product and booking, continuing with
the transit information phase and on site information phase on the duration
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of the trip and ending up with the generic information phase during the post
trip period.

Furthermore, according to the experts’ viewpoint, the tourism industry has to
deal with three categories of constraints: physical access constraints, behav-
ioral constraints and lack of information (Buhalis and Darcy 2011, 51). First
type of constraints is related to the inaccessible transportation, accommoda-
tion and attractions, being also linked with the built environment accessibil-
ity. Conforming to the latest findings, the most critical access issues are rep-
resented nowadays by paths, parking and staircases and especially the concern
of ensuring the pathways’ fluency from the hotel to sightseeing, amenities and
events (Stumbo and Pegg 2005, 188). Other serious matter which should be
considered is the inappropriateness between access and conservation interests,
particularly in the case of heritage sites or natural areas in which any modifi-
cation in the direction of accessibility may harm the authenticity of this type
of tourism attractions.

Secondly, the behavioral constraints comprise the individual and public atti-
tudes towards PwD. If the public behaviors can be changed through a proper
legislation, the alteration of people’s private attitude can be realized by pro-
moting adequate educational and training programs.

Finally, the informational constraints encompass two aspects: the disdainful
attitude of tourism personnel and the incapacity to provide exact and trust-
worthy information for disabled visitors and customers. The specific of trav-
els for physically challenged people implicates very detailed and accurate in-
formation primarily in the trip pre-planning stage because the supplying of
accessibility information determines the decisional process of the future vis-
itors and customers in order to select the destination, plan and book the trip.
Moreover, as a consequence of social media impact, the accessible web design
and navigation easiness are elements which should be taken into considera-
tion in order to provide web pages which are user-friendly for PwD.

5. Accessibility and tourism business

It is obvious that the advancement to a completely inclusive tourism will in-
volve the investments of considerable resources; on the other hand, conform-
ing to Dr. Rains (STCRC 2008), accessible tourist destinations do not rep-
resent a symbol of charity, but they are only good business. As an illustra-
tion, PwD are an increasing population of travellers being 650 million per-
sons worldwide: 60 million people in Europe, 54 million people in USA, 4, 4
million people in Canada and so on (Legacies Now 2010). The above-men-
tioned figures emphasize a growing and frequently underserved market to
which businesses and communities should pay more attention and interest be-
cause it can provide benefits for all of the involved parts: visitors and custom-
ers, local communities, tourism sector professionals and difterent businesses.

Furthermore, analyzing the economic contribution of visitors and customers
with special needs, the experts have highlighted its substantial input to Tour-
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ism Gross Value Added (GVA), Tourism Gross Domestic Product (GDP)
and tourism employment. If in USA in 2007, the visitors and customers with
disabilities or any mobility requirements spent an average of $ 13, 6 billion a
year on travel (SRCRC 2008), in Australia they spent in 2003-2004, between
$8034, 68 million and $ 11, 980.272 million, generating 16, 41% of the to-
tal of Tourism GDP and supporting 77, 495 direct jobs in tourism industry
(Dwyer, Forsyth and Spurr 2004, 313).

On the other hand, the PwD represent a customer segment with specific fea-
tures which can also sustain the tourism businesses: most of them opt for 3,
4 and 5 star hotels because these are able to provide adapted accommoda-
tion, many of them prefer travels during the low-season and a certain part of
visitors and customers with specific needs are interested in adventure activi-

ties such as diving, riding a horse, paragliding and rafting (Buj 2010, 37-38).

In conclusion, the accessible tourism is a benefic factor for all involved play-
ers: the visitors and customers with special requirements are more socially ac-
tive and integrated in the community life; the various businesses may access a
significant market; the influx of visitors and customers with special require-
ments supports the increasing of jobs’ number within tourism industry and
ancillary sectors and generally it can be a source of prosperity.

6. Case study Helsinki Arabianranta

'The first question related to the pilot project which is the object of this study
is ‘Why Arabianranta was choosen as a case destination?’ In a nutshell, the
area of Arabianranta, located on the Eastern side of Helsinki, is recognized
for its multitude aspects, combining old and modern, art, design and tech-
nology, urbanity and nature. As a residential district, Arabianranta is home
for 10 000 people, work place for 5 000 people and campus for 6 000 students
and know-how professionals. Moreover, Arabianranta represents an area with
a huge tourism potential due especially of its status as ‘Art and Design’ space,
incorporating unique art work which can be admired and visited within built
environments, premises or public yards.

Arabianranta residential district also excels through an original architecture
hosting diverse types of housing such as contemporary lofts, city village, stu-
dent housing, community houses for active seniors or special needs housing,
all benefiting from the principle of integrating art in the building environ-
ment, the sustainable development and tight connection to the natural envi-

ronment (Helsinki Virtual Village 2011).

Other argument for supporting the idea of Arabianranta as a tourism desti-
nation is the fact that in the same area are located tourism attractions such as

Helsinki Old Town, the well-known Arabia ceramic and glassware factory,
The Museum of Technology, The Annala Garden, and the nature area which

offers fishing and bird watching opportunities.
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Besides of these, Arabianranta is a potential area for increasing different types
of business and students’ campus. This district represents a focal point for
300 enterprises in creative industries. The current trend consists of rising the
amount of small and medium enterprises operating in the zone and stimulat-
ing them to initiate different development projects in cooperation with the lo-
cal educational organizations. In order to strenghten the involvement of com-
munity in the district’s development, in Arabianranta was created ‘Helsinki
Living Lab’, a laboratory in which were tested in cooperation with the resi-
dents, various services and products, such as the housing association web site.

1. Research methodology

From the perspective of research conducting process, the project had progres-
sively evolved, including the following stages: a comprehensive analyse of the
current services and service chains in Arabianranta and to Arabianranta, an
examination of which services are suitable or not suitable for the physically
challenged visitors and customers based on structured observation and an in-
vestigation for identifying the gaps in the services and service chains. Final-
ly, starting from our research results, we had designed a set of recommenda-
tions about the services, packages and service chains should be developed for
our case destination.

In order to achieve the project’s goals, we used during the research process
both types of data collecting, primary and secondary data, quantitative and
qualitative data, structured observation and participation, project work in
small teams, field work joined by written and recorded comments and doc-
umentation by camera and video. Thus, the students involved in the project,
gathered data from the sources of secondary information, books, journal pa-
pers, magazine articles, television broadcasts and data presented on the World
Wide Web in order to identify the most eloquent examples of good practices
in the field of accessible tourism from countries such as Australia, New Zea-
land, Portugal, Spain, Germany and United Kingdom.

The case study which served us as a research method was Sydney. Our option
tor Sydney was determined by the fact that Australia is a significant example
of accessible tourism destination, being among the first countries which had
implemented a legislation concerning the accessibility. Moreover, the ‘Syd-
ney for All’ website (Sydney for All 2011) in which were inserted the acces-
sible activities and attractions in town, represents a valuable tool for disabled
visitors. The web site design is user-friendly, being accessible for any custom-
er due of its adapted features such as: resizable texts, different colors contrasts,
texts equivalents for images and so on.

Besides of these, the web site lists the most important outdoor and indoor
tourism attractions located in the town, in the harbour, around Sydney, spec-
ifying about all places of interest for which types of physical impairments
are suitable or not. The website provides a set of accessible maps, including
The National Toilet Map and an exhaustive presentation of the accessible
public transportation: buses, trains, ferries, monorail and light rail, all being
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equipped with lift or ramp access, wheelchair area, priority seat for seniors,
physically challenged persons and families with prams, accessible emergen-
cy help points, color-contrasted doors and handrails, accessible toilets, audio
and visual destination’s information (Sydney for All 2011).

Additionally, the visits and observations organized at Kerava Art Museum,
Helsinki City Planning, Art and Design City Helsinki, Helsinki Interna-
tional Airport, Port of Helsinki, Scandic Hotel Simonkentté, Nordic Travel
Fair-Helsinki were excellent opportunities for evaluating the level of acces-
sibility of the environments and services provided by the above-mentioned
organizations. During the research development, the students implicated in
the project also identified and analyzed from the accessibility angle, various
tourism organizations and service providers’ web sites. Furthermore, the re-
search was completed with the field work in accordance with the Figure 3,
field work realized by four students’ teams charged with the investigation of
four sections in Arabianranta: the urban area, the nature area, the historical
town and the garden area.

Historic Service

area chains

Web
portal

Fig. 3 Accessibility observation in Helsinki Arabianranta

'The purpose of the field work was to assess the current state of the services in
the above-mentioned sections and supply service innovation ideas from the
perspective of accessible design, signalisation, public transportation and traf-
fic control, service environment and web portal, in accordance with the cri-
teria designed by Jokiniemi (2007) in his doctoral dissertation: the quality of
service environment, visitor-friendliness, the ease of functioning and archi-
tectural elements.

In addition, in order to ensure a homogenous shape of the project, the as-
sessed services were categorized such as: positive, neutral and negative, tak-
ing into consideration the type and level of visitors and customers’ physical
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impairment and the fact that the provided services do not affect the individ-
uals with different special needs in the same way. Conforming to the below-
inserted table, the services evaluation was realized through the angle of three
categories of visitors and customers with mobility requirements.

Table 2 Categories of physically challenged customers — subjects of the research
(Undiscovered Britain 201 1)

Signification

Accessible to an independent wheelchair user

Accessible to a wheelchair user with assistance

Accessible to someone with mobility difficulties, but able to walk up a maximum
of three steps

7. Analysis of the results
7.1 Observation of service chains

The outcomes of the students’ field work were related to the evaluation of ac-
cessibility current situation within the service chains in Helsinki-Vantaa Air-
port, Olympia and Viking Line terminal and Helsinki Central Railway sta-
tion and also to and within Arabianranta district; besides of these, the ana-
lyse included the urban part, the historical town, and the garden and nature
areas within Helsinki Arabianranta.

Based on our observation of service chains within Helsinki-Vantaa Airport,
Olympia Viking Line Terminal and Helsinki Central Railway station, we as-
sessed as positive the following aspects: the presence of an adequate number
of accessible parking facilities, availability of refreshing room, the efficien-
cy of customer service and information desk for providing professional and
multilingual service.

In addition, the public transportation facilities to and within Arabianranta are
generally accessible and consequently, we evaluated as positive. As an illustra-
tion, the transportation from The Helsinki Central railway station, Helsinki
International Airport, Helsinki Western Harbour and Helsinki center are en-
sured by a wide range of transportation means such as: from Helsinki Inter-
national Airport to Helsinki Central Railway Station and Western Harbour,
the buses 615 and 615T and the trams, 4, 4T and 3T} moreover, from the
Helsinki City centre, trams (6 and 8) and buses (70, 71,72,75,742,77,68,748)

assure excellent connections to Arabianranta district. Furthermore, part of
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these transportation means is equipped with low platforms accessible for per-
sons with mobility requirements.

Our measurement encompassed three types of judgments: positive, neutral
and negative according to the accessibility degree of the analyzed service as
in Figure 4. Moreover, in certain situations, a service was evaluated with a
double rate based on the assumption that each service affects the persons with
special needs in a higher or less extent in accordance with their sort of impair-
ment. For example, a tram which is not equipped with low platform is inac-
cessible for wheelchairs users or mothers with prams, but it is accessible, for
hearing impaired people or persons with communication impairments.

Positive Positive

Fig. 4 Transportation and car park facilities to and within Arabianranta

On the other hand, the aspects of the traffic control and signalization in the
above-mentioned zones were evaluated as neutral /positive, because they are
not adequate for all the types of impairments. As an illustration, we noticed
the lack of countdown pedestrian signal which are user-friendly in case of
people with mobility requirements; the informative panels are too high lo-
cated in some of the stations being not accessible for amblyopic persons. Fur-
ther, not all the stations provide the transportation timetable; additionally,
the multilanguage, audio and Braille options are nonexistent.

In the same degree, the road marks are not always positioned in the most suit-
able places in order to be visible for people with visual impairments; in addi-
tion, their colors and sizes are quite heterogeneous. The Figure 5 is eloquent
in this respect: first photo emphasizes a bus station mark height placed, with-
out timetable, audio, multilanguage and Braille facilities. The second presents

a road mark related to the access of cyclists, sign which is not user friendly
due of its dark color and improper size. The third photo shows a double sig-
nalization on the same pillar: the previous cyclists mark almost invisible in

the photo is located at the inferior part of the pillar meanwhile the blue and

brown arrows located in the top of the pillar signalize different directions.
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Fig. 5 Heterogeneous signalization/road marks to and within Arabianranta

7.2 Observation of urban area

'The Arabianranta urban area is characterized through the heterogeneous
housing design and outdoor and indoor works of art which can be seen and
experienced by the visitors, customers and residents. From the beginning,
art was implemented as a major element of the building project and the re-
sult is represented by the numerous works art spread on the streets, gateways,
courtyards, communal courtyards such as in Majstranden and inside of the
buildings.

'The Figure 6 displays art works which comprise both functions: aesthetical
and accessibility. The bright colors used by artists and architects permit to
the visually impaired visitors, customers and residents an effortlessly orien-
tation in the area. Moreover the work piece represented in the second photo,

‘Pieces of Everyday Life’ of Anne Siirtola placed on Gunnel Nymanin katu

involves a multisensory perspective, activating the touching sense especially
for the visually impaired people. The ‘Sirocco’ sculpture from the third pic-
ture designed by Kivi and Tuuli Sotamaa, painted in ten different nuances of
red is accessible due of its color and wide spaces between its nine curving sur-
faces which allow even to the wheelchairs users a unique experience. Unfor-
tunately, the winter conditions and the big amount of snow aftect the func-
tionality and accessibility of ‘Sirocco’ place for physically challenged persons.

30

Positive Positive Neutral/Negative Positive

Fig. 6 Arabianranta urban area accessible work art
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Accessibility in the urban area is positive due the extension of trams 6 and 8
and various buses; the public stations insert the timetable of the transporta-
tion means providing also the maps of the area conforming to Figure 7; how-
ever they are not equipped with multilanguage, audio and Braille facilities.

Neutral

Fig. 7 Accessibility in Arabianranta- urban area

Moreover, the winter conditions prevent an efficient accessibility in the ur-
ban area for visitors and customers with mobility requirements, generating a

barrier-environment; the presence of the warning red-yellow strings is nec-
essary and user-friendly from the perspective of visually impaired persons as

it can be noticed within Figure 8.

Neutral Negative Negative

Fig. 8 Accessibility in Arabianranta- urban area in winter conditions

Furthermore, Arabianranta urban zone includes old buildings which were
projected without taking into consideration the accessibility requests. De-
spite of this reality, they are prepared to deal with the need of satistying the
accessibility requests of their residents, visitors and customers by implement-
ing adapted facilities such as bright painted railing or wide back entrances for
users of wheelchairs as in Figure 9.

31
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.

Positive/Neutral Positive

Fig. 9 Adapted facilities within old building in Arabianranta- urban area

7. 3 Observation of Old Town

The Old Helsinki is also situated in Arabianranta zone, being a small dis-
trict located at North of Toukola, founded by the Swedish king, Gustav Vasa
in 1550.

The Old Helsinki zone affordability was affected by the snow and ice prob-
lems; therefore we assayed as negative few of the access ways in the area dur-
ing the winter from the perspective of physically challenged visitors and cus-
tomers according to the Figure 10.

Fig. 10 Negative affordability access in Old Town Arabianranta — winter conditions

The main landmark of Old Town is the Museum of Technology which en-
compasses two historical buildings: the red brick building and the yellow fil-
tering tank building. The museum’s web site does not offer multi-lingual serv-
ices and besides of this, the visitors and customers are warned that the car’s
navigation systems do not identify the museum’s address (Tekniikan Mu-
seo 2011).
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In order to assess the accessible facilities provided by this place of interest, we
started from the assumption that the historical character of these buildings
does not permit too many facilities for the physically challenged visitors. In
reality, both buildings have a positive or neutral level of accessibility being
endowed with access ramps, unapproachable due of the winter’s conditions.

Fig. Il Museum of Technology, Old Helsinki Arabianranta — winter conditions

The space’s affordability in the area around the museum is positive, being par-
tially affected by the snow. The museum has indoor ramp for wheelchairs us-
ers, bright colored warning stairs and slopes, adapted elevator for disabled vis-
itors as they can be seen in the Figure 12.

Fig. 12 Positive accessible facilities within Museum of Technology- Arabianranta

Moreover, many of the exhibits are easily reachable and touchable by users of
wheelchairs being positioned at an accessible height. Further, in consonance
with Figure 13, certain items such as digital screens activate the multiple
senses of the visitors and customers allowing a multisensory experience, but
they do not offer Braille option. In accordance with the same Figure 13, the
museum’s yellow building hosts an adapted toilet meanwhile the red bricks
building does not offer such a service.
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Fig. 13 Museum of Technology facilities

Road marks and signalisation within Old Town comprise a wide range of
signs with various shapes and sizes; predominant are the warning user-friend-
ly signs based on vivid colors and universal icons as they can be seen in the
Figure 14. The inserted information is delivered generally only in Finnish and
Swedish and seldom in Russian as in the last photo, fact which make them
inaccessible for international visitors and customers.

Fig. 14 Warning signs in Old Town — Arabianranta

7. 4 Observation in the nature area

Nature area in Arabianranta is represented by Vanhankaupunginkoski rapids
and Lammassaari islands providing beautiful sights also in winter and in ad-
dition, Nordic walking, skiing, fishing and birds’ watching opportunities. As
a result, the area contains numerous informative panels related to these sports,
but the information inserted on the panels is mostly in Finnish. We noticed
the same lack of Braille and audio facilities, but generally the panels are situ-
ated to an accessible height being approachable for people using wheelchairs
or children. From the multisensory perspective, these informative boards ac-
tivate the visual and touchable senses conforming to the Figure 15.

34
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Fig. I5 Informative panels and maps in Arabianranta- nature area

'The affordability of the area is really difficult for the physically challenged vis-
itors due of the snow and ice conditions, with the exception of the big bridge
which allows the access of the wheelchairs users’, fact visible in the Figure 16.
Inside the forest, there is a special road marked with wooden pillars which
are supportive for visitors and customers with mobility requirements as it can
be seen in the second photo of Figure 16.

Positive Positive Neutral/Negative Negative

Fig. 16 Accessibility in the Arabianranta — nature area

Furthermore, the signalization of the area comprises a variety of signs and
road marks realized mostly from wood in consonance with the environment
character, but not user-friendly for visually impaired visitors and customers.
Besides of this, some marks are worn-out and should be urgently replaced.

Fig. 17 Inaccessible signalisation in Arabianranta- nature area
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7. 5 Observation in the Annala Garden area

Annala Garden is a recreational area and its focal point is represented by the
gardening activities based on the principles of sustainable development. An-
nala Garden is easily accessible by foot, fact facilitated through the small
paths and connection roads. The classicist architecture of the main building
from Annala Garden built in 1826, the formal garden surrounding the villa
and the Orangery which hosts a collection of traditional house plants are the
main places to see in the zone.

During the winter, the area’s affordability is challenging because of snow con-
ditions and lack of facilities for physically impaired visitors and customers.
Especially the utilization of the steps from the main building seems very de-
manding within the winter time. The narrow entrance door of the Orangery
according to the Figure 18 prevents the access of wheelchairs users.

Fig. 18 Accessibility within Annala Garden area

8. Conclusions and recommendations

Based on the research results, we draw out a set of conclusions organized in
two categories: positive and negatives. The positive conclusions are related
to the transportation, signalization and hosting community attitude aspects.

According to the research outcomes, public transportation facilities are pre-
dominantly positive to and within Arabianranta district. The signalization
and road marks are visible in public places, using universal icons, but they are
still heterogeneous, being quite diverse as size, colors and shapes.

The attitude of local community towards area’s development is positive being
based on principles such as diversity, respect for life and nature, sustainability,
incorporation of art within the building environment and a strong commu-
nity spirit. As a consequence, the mixture between art and design, the main
attraction of the zone, the magnificent natural ambiance and historic archi-
tecture generates the favorable conditions for imposing Arabianranta as a vis-
itor-friendly and ultra modern destination.
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On the other hand, the negative conclusions were connected more to the serv-
ice environment. Their level of accessibility was partially influenced by the
poor weather conditions which create difficulties in reaching certain sights
especially for the physically challenged visitors and customers, an eloquent
example in this respect being Annala Garden area.

Moreover, the illumination system in the Old Town was affected by the win-
ter time and some electric pillars were not functional as it can be seen in the
first of the Figure 19. In addition, we noticed the lack of ecological toilets:
we identified only one which it was not serviceable as in the third photo of
Figure 19.

Other negative aspects were related to the insufficient number of benches for
resting and admiring the scenery, the lack of phone facilities within the area
in case of emergency, the communicational barrier represented by the fact
that information is provided mostly in Finnish and Swedish, the absence of
information office or informative digital screens. Besides of these, the service
environment quality is affected by the absence of Braille facilities, limited car
park area for disabled customers, lack of enough entertainment, restaurants,
bars and events opportunities: the second photo of Figure 19 is illustrative
in this direction, emphasizing the remains of the main restaurant in the Old
Town, destroyed in a fire.

Fig. 19 Negative aspects within service environment in Arabianranta

Based on the research conclusions, we designed a set of recommendations
in order to strenghten the accessibility and visitability features of the choos-
en destination case. Our proposals were connected to the fields of transpor-
tation and traffic control, signalization and road marks, service environment
and online facilities and education and training.

In order to ensure the fluency of the people traffic in the sightseeing area, we
propose the implementation of distinct routes signalized through lighten-
ing system for pedestrians, cyclists and the three categories of people with
mobility requirements which we took into consideration during our analysis.
Furthermore, we consider that the traffic will be more accessible for people
with mobility requirements, visual and hearing impairments if certain mod-
ern control traffic systems will be adopted, such as: Puffins-Pedestrian user-
friendly intelligent crossings, countdown pedestrian signal joined by an au-
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dio background represented, for example, by the ‘talitiainen’ songs, in-pave-
ment flashing warning lights orientated upward, ‘virtual colored walls’ across
the roads created by lasers, audio and visual destination information in all the
trams and buses stations. As well, the signalization can be improved through
the visible road marks with specific colors and icons for each type of disabil-
ity located at an adequate height.

In addition, the service environment needs improvements and as a result, we
recommend the implementation in the area of few digital informative screens
equipped with a multilingual translator system as Google type and Braille
option. These digital screens should display accessible information such as
maps, accessible routes, transportation means and toilets.

Moreover if the winter conditions do not allow the implementation of the
digital boards or 3 D panels or they are not suitable with the architectonic
spirit of the area, we propose to arrange a system of informative panels con-
sisting of mobile columns: each column should insert a specific sort of infor-
mation provided in different languages and the texts should be touchable in
order to be accessible for the visually impaired visitors and customers.

Fig. 20 Mobile informative columns

Also the online portal should include a specific section for physically chal-
lenged visitors and customers, information about the accessibility facilities for
each tourist site in Arabianranta, accessible maps and routes and emergen-
cy phone numbers In order to increase the attractiveness of the destination
case, we recommend the realization of a calendar of events encompassing fes-
tivals, carnivals, and exhibitions, organized in cooperation with the local ed-
ucational organizations and artists’ community and focused on topics related
to the history of the area, the gastronomy and folklore.

From the perspective of education and training, we appreciate that it is re-
quested a systematic training for the staff involved in the public services and
service chains and implementation of education concerning accessible tour-
ism within tourism degree programs.
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In conclusion, this study provides valuable knowledge and suggestions re-
garding the degree of hospitality and visitability of the selected case desti-
nation. As a pilot project it can be considered an illustration of Arabianranta
spirit of launching development projects with the participation of local com-
munity, authorities, and educational organizations. Moreover, all the partners
involved in this project hope in a development and extension of the present
research taking into consideration the Helsinki World Design Capital 2012
event, in which Arabianranta as an art and design and barrier-free destina-
tion should reveal its accessible service environment features to the numerous
international visitors and customers.

On the other hand, this project was planned and applied in the winter time,
fact which leaded us to certain conclusions exclusively connected to the win-
ter conditions. As a result, we propose to continue the study with a new phase
in which the focal point should be centred on analyzing the accessibility and
hospitability of the Arabianranta district during the autumn season.
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