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any people will
think that the
role of hotel
housekeeping is
to create a great

first impression for hotel
guests: a nice clean room,
sparkling surfaces, a
comfortable well-made bed, all
the information and help you
need available, plus a room
layout that meets your needs.
For guests with additional
needs, such as a wheelchair
user, ideally the room should
have no carpet, must have
suitable support such as grab
rails in the bathroom and toilet
and be set up with less
furniture. 

Unfortunately, in reality

hotels are not getting it right
when it comes to catering for
the accessible market.
Housekeeping, which plays an
important role when it comes to
the service delivery to guests
with additional needs, is
usually misinformed,
overstretched and under-
resourced.

However, hotels might want
to reconsider how they resource
their customer service
departments, including
housekeeping, since the
accessible tourism market is
worth £12 billion a year
according to VisitEngland.
So how can the housekeeping
team make a difference when it
comes to catering for guests
with additional needs? First of
all, the hotel should make the
right facilities available to cater
for the market, then the hotel
team needs to identify the
guest’s requirements at the
time of booking and pass these
on to housekeeping team to
execute. Ok, but how can

housekeeping make a
difference on a day-to-day
basis?

Let’s take Arnold’s latest
hotel visit as an example and
look at the possible final
impression given to a disabled
guest as they set off for
breakfast, checkout or both: 

“I had had a lovely stay,
enjoyed a delicious dinner and
just got up after a great night’s
sleep. I got in my wheelchair
and set off towards reception.
What did I see? The first thing
that came into my mind was an
obstacle course in the corridor
made up of a housekeeping
trolley, a vacuum cleaner with
trailing wires, trays of dirty
crockery, waste materials and
dirty laundry. It was about 9am
and so the time when
housekeeping staff were just
setting up or perhaps having a
cup of coffee while waiting for
rooms to become available for
cleaning. This just made
matters worse as I was now
shouting for help as I was

completely stuck, especially as
I was travelling on my own. I
couldn’t get out of my
wheelchair as I am an
amputee, I couldn’t get past, I
needed help but there was
nobody around. I was left to
shout for help and hope
someone heard me. This time,
and on many occasions, that
has been another guest. All
that happens is that I get angry
and upset and what was an
enjoyable stay is turning into a
nightmare that will be
recounted to many others.”

There are some fundamental
changes that need to take place
in order to get hotel teams to
deliver the right service to the
accessible market:

n Hotels need to get their
product and service right. It is
all about giving great
customer service time and
time again which is the aim of
hoteliers for non-disabled
people so why do disabled
people miss out?  >>>

Housekeepers can make
a much better impression
on disabled guests, say
Arnold Fewell FIH and
Christoph Hoffmann MIH

Lack of communication between hotel departments can lead to situations like this
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n recent years
NFC (Near Field
Communication)
technology has
been developed

and improved to the point
where it has greatly enhanced
the way in which we transfer
data from one enabled device
to another.

Numerous corporations have
embraced the contactless
payment option. Transport for
London, in particular, has
given customers the ability to
use their contactless payment
cards on public transport,
making it one of the largest

and fastest growing
contactless merchants in
Europe.

Contactless credit and debit
cards were first introduced
into the UK in 2007 when
initial use was slow due to the
lack of contactless terminals
within stores. Since then the
number of consumers using a
contactless card has soared. In
fact contactless card spend
within the UK has more than
tripled – from a £653m spend
in 2013 to £2.32bn in 2014.
Surveys suggest that almost
one in three consumers use
contactless payment.

When the contactless
payment method was
announced in 2007 the limit on
transactions was a mere £10.
This has since increased to £30,
indicating gro  wing confidence
in the security of the payment
method.

In July 2015 Apple Pay was
launched within the UK. This
revolutionary payment

I
method allows the consumer
to complete purchases at the
checkouts via their NFC
supported mobile device and a
contactless card terminal.

From 1 January 2016 all new
card machines will be
contactless/NFC enabled.

Hospitality operators
should be aware that
contactless card 
terminals will soon
be the norm, says
David Maisey 

Get ready for contactless

From next year all new POS terminals will be contactless-enabled

n Disabled people need more
information such as accessibility
statements on the hotel website.

n At least two team members 
in a 100 bedroom hotel should
be given the responsibility for
being an accessible champion.
One needs to report to the senior
management team and take on
the responsibility for
accessibility training and
information to customers.

n Hotels need to provide high
quality training on how to look
after people with disabilities.
This could be face to face
training or online like Arnold’s
www.accesschamp.co.uk. 

The latter has many
advantages because it is not
taking any key personnel out of
the business for a long period of
time. This online tool also
provides an e-learning

programme for the Accessible
Champions. The training then
needs to be cascaded through
the hotel and this should be in
the form of short coffee time
chats that start by looking at
the three main areas of
disability which are mobility,
sight and hearing.

n Time for training needs to
be built into the delivery
model for each department. In
the case of housekeeping,
decision-makers need to take
stock and identify how much
ROI they will get by training
the room attendants on service
delivery, rather than pushing
for another room to clean 
per shift.

In the end, it is all about
awareness and
communication. Arnold’s
nightmare experience

highlighted above, could have
been prevented if the
information that a wheelchair
user was staying in a particular
room had been passed from
reception to housekeeping and
then onto the floor staff. The
trolley and other items could
have been positioned away
from the room concerned. 

This is just one example 
of many simple steps that 
can be undertaken in all
departments to
improve
customer

service to people with
disabilities.

> Arnold Fewell FIH is managing
director of AVF Marketing and
AccessChamp

> Christoph Hoffmann MIH is quality
assurance and health & safety
director, Omni Facilities
Management, and founder of 
hsk-knowledge.com

Contactless card machines
will become the industry
standard within the UK thus
replacing all existing non-
NFC enabled POS terminals.

> David Maisey is managing
director of Chip & PIN Solutions
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