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Results of Research
The analysis of secondary data confirms a strong correlation between accessible hospitality and improved satisfaction, engagement and loyalty among disabled event attendees.  Research consistently highlights the significance of customer service, empathetic staff, accessible environments, and adaptive technology in shaping positive event experiences.
The Research Institute for Disabled Consumers (2024) found that 48% of disabled people continue to face barriers when attending live events.  Common issues included, poor communication, staff not understanding disability needs, and inaccessible facilities.  Attendees with sensory or cognitive impairments particularly reported high levels of anxiety and frustration due to inconsistent support (Moon, H., 2024).
To illustrate these findings clearly, Table 1 summarises the most commonly reported barriers:
	Barrier
	% of Disabled Attendees Reporting It
	Source

	Inaccessible Venues
	48%
	RIDC, 2024

	Inadequate Staff Training
	42%
	RIDC, 2024

	Poor Communication Methods
	35%
	RIDC, 2024

	Lack of Assistive Technology
	29%
	RIDC, 2024


Table 1: Common Barriers Experienced by Disabled Attendees at Live Events (RIDC, 2024)
Despite these challenges, venues that prioritise inclusive hospitality and train staff appropriately, see marked improvements in attendee satisfaction.  For instance, in a review of UK cultural venues, the Barbican Centre was named London’s most accessible venue by Euan’s Guide users in 2020.  This distinction was based on positive feedback from disabled reviewers (Euan’s Guide, 2020).  One reviewer noted “Staff were helpful, friendly, and knew how to offer support without being condescending…which makes a huge difference when planning a trip out”.
The Barbican’s Access Guide (2022) outlines detailed initiatives undertaken to support disabled attendees, such as sensory-friendly signage, accessible ticketing platforms, and disability awareness training for all front-facing staff. Although no quantitative satisfaction metrics are publicly stated, the consistent positive feedback and external recognition suggest a significant improvement in visitor experience.
Technology also plays a critical role. Studies by Rubio-Escuderos et al. (2021) and Theocharis et al. (2017) show that tools such as hearing loops, real-time navigation apps, and virtual assistance services contribute to reduced stress levels and improved autonomy for disabled event attendees. However, the World Health Organisation (2022) highlights persistent inequalities, noting that technological solutions are often inconsistently deployed across venues, exacerbating disparities in accessibility.
These findings reinforce the research hypothesis that accessibility barriers are multifaceted, encompassing both environmental and interpersonal challenges. The high prevalence of inadequate staff training and communication difficulties suggests that hospitality practices significantly influence disabled attendees’ experiences beyond physical infrastructure suggests that a holistic approach, combining environmental access and relational service quality, is essential for engagement at events.
Discussion of Results
This discussion critically examines how accessible hospitality practices impact the satisfaction, engagement, and loyalty of disabled event attendees.  Synthesising findings from empirical studies, disabled consumer feedback, service quality theory, and real world case studies, it evaluates both achievements and shortcomings in current event practices.
Central to this analysis are two key frameworks.  Gronroos (2007) service quality model distinguishes between technical quality (what is delivered), positioning service interaction as pivotal in shaping customer satisfaction.  In addition, Zeithaml et al.’s (1990) SERVQUAL framework identifies empathy, responsiveness, and assurance as critical dimensions, especially for vulnerable audiences such as disabled attendees.
Real world data supports the relevance of these models.  The Research Institute for Disabled Consumers (2024) reported that “staff knowledge and attitude often made the difference between an accessible event being empowering or alienating”.  This underscores how emotional elements of service delivery weigh heavily on disabled attendees’ experiences, often more so than physical accessibility alone.
However, some scholars critique the sufficiency of existing service models when applied to disability contexts.  Darcy and Pegg (2011) argue that traditional customer service theories underplay the complexity of needs among disabled individuals, who may require a broader mix of emotional, logistical, and technological support.  Moreover, while SERVQUAL captures service dimensions well, it has been criticised for making assumptions that customers are a homogenous group with similar expectations (Ladhari, 2009).
This discussion will examine four major thematic areas: the importance of emotional service quality; the impact of staff training on accessibility outcomes; the role of adaptive technology; and persistent organisational barriers.  Throughout, it will critically assess best practices, highlight tensions between inclusion goals and operational challenges, and propose evidence based recommendations for creating more inclusive event environments.
1. Accessible Hospitality and its Impact
Accessible hospitality is increasingly recognised not just as a legal responsibility (Dickinson, L., 2023), but as a driver of emotional safety, dignity and participation for disabled attendees.  Whilst physical adaptions remain essential, research suggests that emotional inclusion, the feeling of being welcome, respected and comfortable is equally important.  As one reviewer on Euan’s guide reflected: 
 “Being treated like a person, not a problem, changes everything.  It makes the           whole experience less stressful and more enjoyable” (Euan’s Guide, 2024b).
This echoes findings from Berners and Martin (2022), who argue that inclusive hospitality “depends not only on infrastructure but on staff mind-set, language and emotional tone set by the service encounter”.  Further, in the Barbican Centre’s Access Guide (2022), disability inclusive training is credited with enabling staff to offer “reassuring, responsive service that reduces anxiety and builds confidence”.  These emotional factors are embedded in the functional quality of service, as described by Gronroos (2007), and closely mirror the SERVQUAL dimensions of empathy and assurance (Zeithaml et al, 1990).
One of the clearest illustrations of accessible hospitality in action comes from the Barbican Centre, which has adopted a person centred approach through disability awareness training, dedicated support services, and inclusive design strategies (Barbican, 2022).  Another Euan’s Guide reviewer noted:
“One of the rare times I didn’t have to explain my needs, staff just got it, and that made the whole experience more relaxing” (Euan’s Guide, 2021).
The research Institute for Disabled Consumers (RIDC, 2024) further supports this, stating that many disabled attendees reported staff behaviour as a decisive factor in shaping event outcomes.  Specifically, it affected whether they felt confident, anxious, or excluded during live events, highlighting the emotional weight of frontline service delivery.
Yet, there are valid criticisms of applying traditional service quality models to disabled audiences.  Ladhari (2009), in a review of 20 years of SERVQUAL research, argues that the models assumes a uniform customer experience and fails to account for customer diversity.  This limitation resonates with Darcy and Pegg (2011), who contend that disabled consumers require not only empathetic service but structural support that often exceeds mainstream customer expectations. In this sense, accessible hospitality must go beyond reactive adjustments and embrace proactive service design.
[bookmark: _GoBack]This is evident in practice, the London 2012 Paralympics remains a benchmark for inclusive event planning (Ekong, A., 2022).  Organisers engaged disabled people in co-production during venue design, ticketing and transport planning (Mayor of London, 2012).  A European Commission (2015) report found that these efforts significantly improved satisfaction and participation amongst disabled attendees.  In contrast, audits of UK festivals revealed substantial shortcomings.  According to British Council (2021), only 43% of venues audited provided sufficient online access information, and many lacked inclusive signage and staff trained in accessibility.
These examples reinforce the idea that accessible hospitality is both a strategic and moral imperative.  With 24% of the UK population identifying as disabled (Kirk-Wade, E., Wong, H., and Stiebahl, S., 2024), there is a compelling economic case for inclusivity.  Exclusion is not just social failure, it is a missed commercial opportunity.  Lashley (2009) challenges hospitality organisations to realise that failing to consider accessibility, risk undermining customer loyalty and brand equity.
However, a limitation of this study’s secondary only methodology is evident here.  While platforms such as Euan’s Guide offer qualitative insight, they lack granular or longitudinal data – for example, how different types of disability affect satisfaction, or whether specific interventions (e.g. training, signage) drive long term behavioural change.  Primary research such as interviews, surveys, or observational methods would allow richer understanding and more precise evaluation.
Despite these constraints, the secondary evidence overwhelmingly shows that inclusive hospitality influences not only satisfaction but also repeat attendance and positive word of mouth.  Disabled consumers consistently return to venues where they feel safe, understood and supported (Euan’s Guide, 2023; RIDC, 2024).  This reinforces that emotional inclusion is not a bonus, but a prerequisite for equitable event success.
2. Staff Training and Its Impact on Disabled Attendee Experience
The quality of staff training is consistently identified in literature as one of the most powerful enablers or barriers to accessible hospitality (Waqanimaravu, M. and Arasanmi, C., 2020; Da Ferst, M. and Coutinho, H.R.M., 2021).  For disabled attendees, trained staff can mean the difference between feeling safe and included or overlooked and excluded (RIDC, 2024).  This is especially true for attendees with invisible of complex needs, who may require emotional reassurance, alternative communication methods, or flexible support throughout their visit.
Darcy and Pegg (2011) believe that staff competence and awareness are essential in hospitality settings, particularly because “disability is not a homogeneous condition, and responses must be adaptive, not prescriptive”.  Their study of hotel managers found that many frontline staff were unaware of basic accessibility practices and often defaulted to legal compliance rather than true inclusion.  In contrast, organisations that offered ongoing, scenario based training developed teams who could confidently assist guests with a range of disabilities, particularly those involving neurodiversity or mental health.
Staff training is not only an operational requirement but a strategic tool for promoting accessible hospitality. According to the Research Institute for Disabled Consumers (RIDC, 2024), 42% of disabled attendees cited inadequate staff training as a barrier to participation in live events. This highlights the critical link between training quality and user experience. The same study found that attendees were more likely to return to venues where staff “understood their needs without making assumptions or drawing attention.”
Kennard (2021), writing for Training Journal, supports this, stating:
“Training promotes a positive understanding of disability and raises the confidence of staff, helping them to get over any barriers which may be causing them unnecessary awkwardness.”
This directly connects staff awareness to improvements in both customer confidence and satisfaction, reinforcing that service quality extends beyond compliance into the emotional and relational aspects of hospitality.
Waqanimaravu and Arasanmi (2020) argue that organisational support for training is key. Their study found that staff who felt supported and saw training as relevant were significantly more likely to improve their service behaviours. In contrast, one-off training sessions without follow-up or integration into team culture had little effect. Similarly, Ferst and Coutinho (2021) conducted pre- and post-training assessments in a tourism context and found measurable improvements in staff attitudes and behaviour after structured disability awareness programmes.
Critically, however, Poulston (2008) warns that hospitality organisations often underinvest in training or rely on standardised modules that fail to address situational nuance. She argues that meaningful inclusion requires scenario-based learning that reflects the diverse and sometimes unpredictable needs of disabled guests. This is echoed by Darcy and Pegg (2011), who stress that “disability is not a homogeneous condition” and that effective service requires flexible, responsive attitudes rather than rigid procedural knowledge.
In practice, venues such as the Barbican Centre provide a model of this approach. According to its Access Guide (2022), all front-of-house staff undergo tailored disability awareness training. Reviewers on Euan’s Guide consistently mention the professionalism and understanding shown by staff, with one reviewer noting:
“The staff anticipated what I might need without fuss — that level of awareness really sets the tone for the whole visit” (Euan’s Guide, 2021).
Yet even this case presents limits. The Barbican’s training model is not widely replicated across the industry, particularly in small or underfunded community venues. According to Jamin, Gbadamosi and Stoyanova-Bozhkova (2024), while awareness of disability inclusion is growing, many organisations lack the capacity or leadership commitment to embed it fully. Their review of UK hospitality training standards found a gap between policy aspirations and actual practice on the ground.
Finally, the limitations of secondary research must also be acknowledged. While review data and industry reports offer valuable insight into patterns and practices, they do not allow for deeper understanding of how staff training changes behaviours or attitudes over time. Without access to primary research — such as interviews with trained staff or ethnographic observations during events — it is difficult to capture the lived dynamics of inclusion in action. This suggests an important avenue for future work.
Nevertheless, the secondary literature overwhelmingly supports the conclusion that well-designed, empathetic, and context-specific training plays a vital role in shaping accessible event experiences for disabled attendees. In the absence of such training, venues risk undermining otherwise inclusive infrastructures with service interactions that feel exclusionary, awkward, or dismissive.
3. The Role of Technology and Innovation in Accessible Hospitality
Technology plays an increasingly central role in transforming accessibility within the events industry.  From assistive tools, such as hearing loops and navigation apps to digital booking systems with access filters and real time assistance features, innovations are reshaping how disabled attendees engage with events.  These technologies have the potential to enhance autonomy, reduce anxiety, and offer more inclusive participation – provided they are deployed effectively and equitably.
Rubio-Escuderos et al. (2021) report that disabled tourists who accessed venues equipped with tailored technologies, such as step free digital mapping or online video previews, experienced improved confidence and lower dependency on staff interventions.  Similarly, Theocharis et al. (2017) found that assistive technologies in hospitality settings, including mobile wayfinding tools and AR supported information, allowed disabled users to better plan their experience and navigate complex environments with less stress.
At the Barbican Centre, the integration of virtual walkthroughs, sensory environment previews, and online ticketing with access options is widely praised in user feedback.  Euan’s Guide (2023) reviews highlight how these systems promote independence and reduce logistical barriers:
“Having a virtual tour beforehand meant I could plan exactly where I needed to go, it took the pressure off completely”.
This example demonstrates the value of technology in pre arrival confidence building, especially for individuals with sensory or cognitive impairments who may be overwhelmed by unfamiliar or unpredictable settings.
However, the deployment of such tools remains inconsistent across the industry.  The World Health Organisation (2022) has raised concerns about digital exclusion, pointing to an “uneven landscape” in which some venues excel, whilst others provide little or no digital accessibility features.  The Research Institute of Disabled Consumers (2024) agrees this, noting that 35% of disabled attendees cite inaccessible digital platforms and poor online information as major barriers.  This includes missing access symbols, unlabelled booking options, and mobile challenging interfaces.
Such disparities exacerbate what Darcy and Buhalis (2010) term the “digital accessibility divide”, a form of exclusion where only those with access to up to date digital tools are sufficient digital literacy can fully benefit.  Shakespeare (2006) also reminds us that not all disabled individuals are digitally fluent or financially able to engage with online platforms.  Without analogue alternatives or in person support, well intentioned digital first systems risk isolating certain users.
There are additional risks associated with over reliance on technology.  Pizam and Shani (2009) argue that while technology can streamline functional interactions, it cannot replace the emotional intelligence and flexibility offered by well trained staff.  This reinforces the earlier point that hospitality must blend digital and human connection.  Darcy and Pegg (2011) support this, stating “technology must be integrated with empathy, not used as a shield from it”.  When used well, technology can supplement staff capacity and enhance choice, but when used as a replacement, it could degrade the experience.
Case studies support this integrated approach.  During the London 2012 Paralympic Games, digital innovations such as accessible apps, journey planners, and ticketing with filterable access preferences were designed in consultation with disabled users (European Commission, 2015).  Their inclusion in the design and trial phases ensured usability across a wide spectrum of needs, resulting in higher levels of satisfaction and reduced incidents or confusion (Mayor of London, 2012).
Regardless, budgetary and cultural barriers continue to limit uptake.  Small and midsize venues often lack the funding to implement adaptive technologies, and without external mandates or sector wide standards, innovation remains patchy. Jamin, Gbadamosi and Stoyanova-Bozhkova (2024) note that many hospitality operators continue to view accessibility technology as a “nice to have” rather than an operational necessity.  This mind set delays adoption of assistive technology and further entrenches inequality between flagship venues and community led events.
Regardless, budgetary and cultural barriers continue to limit uptake. Small and midsize venues often lack the resources to implement adaptive technologies such as hearing loops, virtual guides, or accessible ticketing systems. A recent study by the National Council on Disability found that 83% of small businesses cite a lack of funding as the primary barrier to accessibility upgrades (Vorecol, 2022). Additionally, a lack of awareness or misconceptions around the cost and complexity of these tools can lead to a lack of prioritising adaptive technology, particularly in community led or volunteer run settings (Jamin, A., Gbadamosi S. & Stoyanova-Bozhkova, S., 2024). Without external mandates or industry-wide standards to enforce consistency, access innovation remains patchy and heavily dependent on venue type, location, and leadership commitment.
There is also a lack of evaluative data, and whilst anecdotal feedback suggests that technologies enhance user satisfaction, few venues publish robust performance metrics.  As Getz & Page (2020) highlight, event technologies generate valuable usage data that could inform future planning and identify gaps, yet these opportunities are rarely utilised.  This is a limitation of both industry practice and this research, which, due to its reliance on secondary research sources, cannot interrogate real time technology usage of user satisfaction metrics.
Ultimately, the evidence points to a clear conclusion: technology is a powerful enabler of accessible hospitality when applied thoughtfully, equitably, and in conjunction with human service.  Digital systems should not be expected to ‘solve’ access, rather, they should form one component of a wider, inclusive strategy that includes training, co design, and emotional responsiveness.
4. Organisational Barriers and Cultural Gaps
Despite growing awareness and the availability of inclusive technologies and training resources, many organisations in the events industry continue to fall short in delivering fully accessible experiences. This is rarely due to a single cause, rather, it reflects deeper cultural and structural barriers within organisations.  These include underinvestment in accessibility, weak leadership commitment, tokenistic inclusion policies, and a lack of meaningful consultation with disabled people.
According to Jamin, Gbadamosi and Stoyanova-Bozhkova (2024), many hospitality and tourism organisations frame accessibility as a compliance issue rather than an opportunity to engage a wider audience. Their study reveals that while corporate statements often reference inclusivity, this is not always supported by strategic planning or staff accountability. Instead of embedding inclusion into everyday operations, some organisations treat it as a “bolt-on” concern, addressed only when mandated by regulation or public criticism. 
This culture of minimum compliance undermines long term progress.  As Darcy and Buhalis (2011) argue, accessibility must be positioned as a core business strategy, not merely a legal or ethical afterthought.  Without leadership buy-in and operational integration, even well intentioned venues may fail to deliver consistent, dignified service.  The Research Institute for Disabled Consumers (2024) supports this, noting that disabled users often report inconsistency in experiences, with some staff demonstrating excellent awareness and others appearing unprepared or unaware of access needs.
Inadequate consultation also represents a significant cultural gap.  Shakespeare (2006) critiques what he calls “top down approach” to accessibility, where, decisions are made about disabled people without involving them directly.  This often results in solutions that do not match user needs.  In contrast, The London 2012 Paralympics succeeded largely because it embedded co production into its planning process, engaging disabled people in the design of ticketing, signage, transportation and venue layouts (European Commission, 2015).  This model ensured accessibility was not only functional but user centred, culturally relevant and future proof.
A persistent organisational challenge, is the misconception that accessibility improvements are prohibitively expensive.  Lashley (2009) challenges this assumption, arguing that many changes, such as staff training, inclusive signage, or restructured online information, require relatively low investment compared to the commercial and reputational gains they offer.  This is supported by Kennard (2021), who emphasises that disability awareness training builds staff confidence and enhances service quality for all guests, not only disabled ones.
However, smaller or community based venues may face genuine resource constraints.  The British Council (2023) found that over half of surveyed event venues lacked a dedicated access officer or budget for accessibility improvements.  In these contexts, staff may be overburdened, undertrained, or unaware of best practice guidelines.  Without structural support, even motivated teams may struggle to implement changes, reinforcing the need for sector wide frameworks, funding incentives, and collaborative learning models.
The lack of standardised benchmarks further complicates progress.  Whilst the Equality Act 2010 sets a legal baseline in the UK, it is open to interpretation and does not provide detailed operational guidance for event settings.  In response, organisations like Attitude is Everything have developed voluntary codes, such as the Live Events Access Charter, which sets out clear standards for accessible booking, customer service and venue infrastructure.  As yet, uptake remains optional and variable, depending on organisational will.
Critically, these gaps suggest that hospitality cannot be improved solely through frontline interventions. As Gronroos (2007) emphasises, service quality emerges from the entire organisation, from policies and systems to staff culture and leadership. This reinforces the need for a whole organisation approach, one that links accessible hospitality to strategy, values, and continuous improvement.
It is also worth noting the limitations of this research in addressing organisational change. As this study relies on secondary data, it cannot capture the internal dynamics or lived challenges within specific event organisations. Future research could address this through case studies, longitudinal interviews or organisational audits that explore how cultural barriers are formed, sustained, and dismantled over time.
Nevertheless, the secondary evidence points to a consistent conclusion: sustainable accessible hospitality requires not only training and technology but a cultural shift.  This includes treating disabled people as true stakeholders, not liabilities; by embedding inclusion at the planning stage and creating accountability structures that ensure access is not optional by integral.
5. Conclusion
This study set out to investigate how accessible hospitality and customer service influence the satisfaction, engagement, and long term loyalty of disabled event attendees.  Drawing on a wide range of secondary sources, including industry reports, academic studies, and user generated reviews, the research has shown that accessibility is not solely a question of infrastructure, but a complex mix of emotional, technological, and organisational factors.
The findings strongly support the original hypothesis: that well trained, empathetic staff and the strategic use of adaptive technologies significantly enhance the experience of disabled attendees.  Further, the evidence demonstrates that accessible hospitality is both a social obligation and an economic opportunity, with inclusive practices driving positive word of mouth, repeat attendance, and organisational reputation.
Throughout the discussion, four key themes emerged.  Firstly, the emotional dimensions of hospitality, such as empathy, respect and psychological safety, are just as important as physical access.  Second, staff training has a measurable impact on service quality, particularly when it is contextual, continuous, and embedded into team culture.  Third, while technology offers powerful tools for enhancing autonomy and reducing anxiety, it must be implemented thoughtfully and never as a substitute for human service.  Finally, organisational culture and leadership remain critical barriers or enablers: without strategic commitment and structural support, even the best tools and intentions may fail to deliver inclusive experiences.
Even so, the limitations of secondary research must be acknowledged.  This study lacked access to primary data, such as staff interviews or direct feedback from attendees across different disability types.  As a result, some conclusions rely on aggregated trends and may not capture the full nuance of lived experience.  Future research could include qualitative fieldwork, to explore how inclusive practices evolve within specific organisations and impact real world outcomes over time.
In conclusion, accessibility in events is not a separate entity, but a defining feature of quality hospitality.  The most successful venues are those that treat disabled attendees not as exceptions to be accommodated, but as valued participants whose needs help define excellence for all.  For the events industry to move forward, inclusion must shift from reactive compliance to proactive design, where empathy, innovation, and organisational integrity work in tandem to ensure that every attendee feels welcome, respected and supported.
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