
WINDSOR CASTLE, BERKSHIRE
Case study: attraction

Who
Windsor Castle is one of Britain's leading
visitor attractions, with around one million
people annually enjoying a close look at the
world's largest and oldest occupied castle. 
A working Royal palace, the Castle's 26 acre
site is open year round.

Facilities
Accessibility has always been high on the
agenda, allowing many millions of visitors to enjoy one of The Queen's official
residencies. Following the 1992 fire, restoration work incorporated further capital
investment in physical developments. 

The Castle is fully accessible to wheelchair users. Respite seating is on offer, both in and
outside the Castle with benches at regular intervals. Lifts and ramps provide access
throughout the State Rooms for wheelchair users. All Carers receive free entry.

Induction loops are provided for the audio tours (eight language versions), and audio
transcripts are available in each language for deaf and hard of hearing visitors. Large
print versions are available for Blind and partially sighted visitors. There is an English
language audio tour, using verbal description techniques, available for blind and partially
sighted visitors, together with large print leaflets and exhibition labels), plus Braille
versions of the site map and explanations of the most popular areas.

Developing services
Physical facilities are just a starting point. Quality customer service, innovation and a
commitment to continuous improvement make Windsor Castle welcoming to all visitors.
Visitor Manager Christine Taylor said: "The biggest investment we can make is in our
staff. All our 200+ customer-facing staff undertake disability awareness training, improving
their understanding of the challenges people can face, and how they can make a
difference. Feedback has been really positive and many staff have taken up the basic
sign language courses we have introduced."
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A major recent innovation was the successful piloting of a BSL (British Sign Language)
Interpreted and Lipspeaking guided tour, developed with guidance from freelance
interpreters and feedback from deaf and hard of hearing visitors. More of these pre-
booked tours of the precinct areas and state apartments are now planned on an ongoing
basis. 

The Royal Collection has an Access Working Party to monitor performance and consider
additional services.

The customer experience
"The Castle can be a challenge for older visitors because it is on such a steep slope. We
increased the frequency of respite seating and offer free manual wheelchairs - it is crucial
we are ready for even more active older visitors, as demographics change," said
Christine.

"We commission regular independent market research to assess visitors' experiences,
and encourage all customers to provide feedback on our forms. Along with
correspondence, and on-site comments to staff, it all helps inform how we consider
access issues."

Business benefit s
As a globally recognised landmark close to London 2012 Olympics and Paralympics host
venue Dorney Lakes, Windsor Castle is flying the flag for the country's tourism industry.

"It is our philosophy that everyone should be able to enjoy the same experiences
wherever possible. It is a continuous process of looking to improve and make changes,
however small, to benefit access" said Christine.

"We regularly receive excellent customer feedback. We want to provide world-class
customer service and being fully accessible is central to that."
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