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1. GENERAL BACKGROUND

The European Capital of Smart Tourism is an EU initiative. It was proposed as a preparatory
action by the European Parliament andis beingimplemented by the European Commission
since 2018. It gives European cities the opportunity to share their exemplary practices as
smart tourism destinations and awards the titles of European Capital of Smart Tourism
through an EU-wide competition to those cities that implement the most outstanding
measures.

The initiative showcases exemplary practices by cities as tourism destinations in
implementing innovative and intelligent solutions in four categories:

DIGITALISATION I CULTURAL HERITAGE
& CREATIVITY

2. PURPOSE OF THE COMPENDIUM OF BEST
PRACTICES

In 2018, the European Commission launched a first EU-wide competition for the European
Capital of Smart Tourism. 38 cities from 19 EU Member States submitted their applications
to compete for the 2019 European Capital of Smart Tourism title. Helsinki (Finland) and Lyon
(France) won the competition and were the 2019 European Capitals of Smart Tourism.

In 2019, the competition for the 2020 European Capitals of Smart Tourism was launched and
35 cities from 17 EU Member States submitted their applications. Gothenburg (Sweden) and
Malaga (Spain) won the 2020 European Capital of Smart Tourism titles.

The 2019 and 2020 collection of best practices compiled in this report has been derived
from the applications the cities submitted to the two competitions. The report showcases
the selection of best practices in each category (Accessibility, Sustainability, Digitalisation,
Cultural heritage and creativity) and solely presents and relies on the data that the cities have
submitted in their applications.

The purpose of this compendium is to enhance and facilitate the exchange of best practices in
promoting innovative and smart measures and initiatives for tourism destinations in the EU
Member States. The report aims at raising awareness about smart tourism tools, measures

SmartTourismCapital.eu #EUTourismCapital
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and projects, sharing the best practices in tourism implemented by cities and strengthening
peer-to-peer learning and innovative development of tourism in the EU in general.

3. THE 4 CATEGORIES OF THE COMPETITION MAKING
TOURISM SMART

For the purpose of the European Capital of Smart Tourism competition, the cities were
invited to describe and share their innovative projects, ideas and initiatives implemented
under each of the four award categories (Accessibility, Digitalisation, Sustainability,
Creativity & Cultural heritage) which helped them to improve their profile as a tourism
destination.

As a guidance, the four categories were described as follows, but these descriptions were
by no means exhaustive. The cities were encouraged to think beyond these given examples
and to demonstrate specific cases, concrete actions and solutions implemented.

3.1 ACCESSIBILITY

What resources does a city have to be physically and psychologically accessible to
travellers with special access needs, regardless of age, their social or economic situation,
and whether they have disabilities or not? Being accessible means to be easily reachable
through different modes of transport and with a strong transport system in and around
the city. What does the infrastructure look like and how accessible is the city - by car, train,
plane, and bike? Apart from the infrastructure itself, how can you make tourism offers
barrier-free, physically and psychologically?

Accessibility does not only entail being a barrier-free destination, it also encompasses
services that are multilingual and, for example, digitally available to all travellers or visitors
- regardless of age, cultural background or any physical disability.

SmartTourismCapital.eu #EUTourismCapital
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3.2 SUSTAINABILITY

What opportunities does a city have to preserve and enhance the natural environment
and resources while maintaining economic and socio-cultural development in a
balanced way? How are natural resources (including innovative environmentally friendly
measures) managed in a tourism destination and are there resource-efficiency measures
implemented, and actions aimed at combating or adapting to climate change? Being
sustainable goes even further - are there measures aimed at reducing tourism seasonality
and involving the local community? How can cities as tourism destinations contribute to
local employment and a diversification of local economies?

Therefore, being sustainable does not only mean to manage and protect your natural
resources as a city, but to reduce seasonality and include the local community.

3.3 DIGITALISATION

Is the city supporting tourism businesses in the development and use of digital skills and
tools? How does the city support digitalisation of tourism services?

Digital tourism means offering innovative tourism and hospitality information, products,
services, spaces and experiences adapted to the needs of the consumers through ICT-
based solutions and digital tools. It is about providing digital information on destinations,
attractions and tourism offers as well as information on public transport and making
attractions and accommodation digitally accessible.

3.4 CULTURAL HERITAGE & CREATIVITY

Is the city making resourceful use of its cultural heritage and creative industries for an
enriched tourism experience? What actions are implemented to render recognition and
to incorporate the tangible and intangible heritage of art, history and culture in its centre
and surroundings, in the enhanced tourism offer? How is cultural heritage and creativity
used to attract tourists from countries outside the EU in particular and exploit synergies
between tourism and cultural and creative industries?

The focus on cultural heritage and creativity means protecting and capitalising on the
local heritage as well as cultural and creative assets for the benefit of the destination, the
industry and tourists.

SmartTourismCapital.eu @ #EUTourismCapital
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== 4.1.1 Accessibility for all

4.1.1.1 Physical accessibility as a new normal; Malaga

As an early role model when speaking of access issues, Malaga has already transformed
most of its public transportation, such as pedestrian zones, into comfortably usable zones
for every user. This implies single-surface roadways with same level pavements, wider
pedestrian zones and the usage of colours on the ground to make certain areas even
more easily distinguishable. For public transportation usage the city’'s own app EMT has
come up with another set of functions for e.g. blind passengers. They are able to request
bus stops through a voice message function included in the app. Moreover, most of the
public transportation is provided with panels using voice announcements, certain ones
even using Braille systems, being set up with extra screens for sign language and some
tourist information is available in augmented reality. With its yearly event called ‘The White
Night' (‘La noche en Blanco’), Malaga sets high standards to enable everyone to participate
in visiting the city and its attractions. ‘La Noche en Blanco’, a cultural annual event with
festival character held in Malaga since 2008, has not only succeeded in becoming one
of the city’s most crucial cultural events, but also gained a lot of attention because of its
high standards of accessibility. As part of the Malaga accessible city project, the festival is
well equipped with guided tours for people with reduced mobility, visual impairment and
hearing loss, prepared with evened pavements and ramps, to make the cultural highlight
an experience for everyone. The event now has its own app, ‘Nocticula’, containing the
full programme, timetables and other useful information. As the White Night takes place
in different areas of the city, there is a map included in the app to gain a better overview
about what is happening when and which obstacles might need to be overcome.

Find out more information about Malaga at: https:.//www.guidetomalaga.com/malaga/
and about the White Night at: https://www.lanocheenblancomalaga.com

SmartTourismCapital.eu #EUTourismCapital
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4.1.1.2 Enabling young people to fulfill their potential in the tourism industry; Linz

The city of Linz has created platforms to specifically integrate a younger generation so
that they take responsibility for the future of their city and feel a sense of ownership
whilst they learn and participate from the established network. The Linz Tourism Board
invests a considerable amount of time and money in order to promote these elements.
‘Next Generation’ is a project designed to utilise the potential of young people who are in
education and interested in tourism. Linz cooperates with the Sigmund Freud University
and several tourism schools. Together with 43 students, nine new products for tourism
development in Linz have been drafted and discussed. The main goal is to create new
products and offers to attract more people under the age of 25 (as visitors, employees
and students) to Linz. In 2017, students from all participating educational institutes had
the chance to present their ideas to representatives from the fields of business, politics,
media and education at a specially organised conference called the ‘Linz Tourismus Lab'".
Firstly, the project has helped raise awareness of the tourism industry among the next
generation. A lot of young people do not feel they have a future in tourism because
negative aspects such as long working days, low salaries and poor working conditions give
them cause for concern. The project has demonstrated that tourism is a flourishing and
growing industry with a lot of interesting job opportunities for young people. As part of
the project, new tourist products and offers for the ‘Next Generation’ target group (up to
30 years of age) are being developed, tested and evaluated. An assessment will be carried
out to decide which tourism products will be most effective at reaching and appealing
to the Next Generation. The laboratory will also explore how the tourism industry can
be made more attractive as an employer. What framework needs to be created so that
young people stay in the tourism industry? This project enables Linz to stay connected
to the future generation of tourism leaders and providers. By asking them to share their
inspiration and ideas to improve what the city has to offer, Linz values the creative energy
of these young people. Linz is also able to establish itself as a role model by involving
students in the process of creating new touristic offers that are actually wanted and
needed. The main aim is to develop a sustainable congress format where new products
and ideas, as well as trends in the tourism industry, are presented.

Find out more at: http://www.baletour.at/w/next-generation-tourismus-lab/

SmartTourismCapital.eu @ #EUTourismCapital
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4.1.1.3 Barrier free digital accessibility of the city’s offers; Helsinki

Helsinki has developed the Whim App, which has combined all the city’s transport
options, such as bus, train, bicycle, taxi and car sharing, into a single app with a monthly
subscription. Therefore, you only need one app that provides all the tickets, as well as a
means of payment. Whim claims to be more affordable than owning a car and its aim is
to eventually make personal cars obsolete. Whim offers three types of services: a free,
pay-as-you-go option; a monthly subscription offering unlimited public transportation
and reduced rates for taxi and car share; and a package that includes not only unlimited
public transportation, but also unlimited taxi and car share access. The app is currently
live not only in Helsinki, but also in Birmingham and Antwerp. Public transport in Helsinki
is furthermore free to use when travelling with a baby stroller or in a wheelchair.

Find out more at: https://whimapp.com

Whim covers all your journeys

i et

$TO@ a &%

Pubilic
transpart

B0 min 48 5

o Choose how you wanl to fravel

o Grab a tickel
e Youra ready to gol

© Maas Global/Whim
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4.1.1.4 The smart city cards; Copenhagen, Ljubljana, Lyon, Tallinn

The Copenhagen Card; Copenhagen:
The Copenhagen Card is an all-inclusive
citypassthatprovidesaccesstomorethan
80 attractions and public transportation.
The Copenhagen Card generated more
than 1 million. visits to the participating
museums and attractions in 2017,
which signals an increase of 172% from
2012. The card will soon be digitalised,
making it possible to send relevant and
customised inspiration to users, while
also dispersing tourists to other areas of the city. The adjoined Copenhagen Card App
guides tourists around the city and between attractions. With a tracking module - asking
for consent before activating - the app provides data to understand the movement
patterns of users. It's sustainable, digital and easily accessible for all.

VALID FOR BUS, TRAIN AMD METRO DOT  LyisTroresHAGEn

Find out more at: https://copenhagencard.com

Urbana Smart Card; Ljubljana: The Ljubljana Urbana Smart Card encourages people
to use public transport simply by making it very easy to switch between different modes
of transportation. Urbana Smart Card users have access to Park+Ride (P+R) facilities, city
buses and the bike-sharing system Bicikel). With the card, one can use unlimited bus
journeys within 90 minutes for the price of one journey and when a visitor uses the P+R
facilities, he/she receives two 24-hour tickets that enable him/her to use a bus to the
centre and back. It is a contactless card and allows the user to pay parking fees and cable-
car rides to the Ljubljana castle with it. Furthermore, it also functions as the key to activate
Bicikel) bike docking stations. More than 500.000 people use the Urbana Smart Card,
which can be purchased and topped up at tourist information centres, newsstands and
ticket offices as well as at most bus stops.

Find out more at: https://www.visitljubljana.com/en/visitors/ljubliana-card/

SmartTourismCapital.eu #EUTourismCapital
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The LyonCityCard; Lyon: The LyonCityCard is an electronic pass that includes all
museums, the main tourist attractions, public transport including the shuttle that links
the city to the airport, guided tours and shows, as well as numerous discounts and priority
access opportunities. With nearly 40,000 cards sold in 2018, the project boasts a 98%
satisfaction rate. This card is popular with visitors coming to the city, as it is easy to use
and all-inclusive. It also gives greater visibility to lesser known museums and attractions
and helps to distribute the flow of tourists throughout the urban area. The LyonCityCard
promotes public transport and grants access to the 4,000 self-service bicycles. The card
also includes guided tours in 4 languages. Lyon even has an offer for its residents: the
Trabool Pass, which functions similarly to the LyonCityCard, but is designed to satisfy the
resident’'s needs. The LyonCityCard is integrated into the Trabool Pass, so that residents
and visitors can both enjoy Lyon to its fullest - without restrictions.

Find out more at: https://en.lyoncitycard.com/

The Tallinn Card; Tallinn: The Tallinn
Card makes moving around the city and
sightseeing extremely easy - it allows
free entry to more than 40 museums
and attractions in the city, free travel
on public transport, a free city tour, and
over 30 special offers and discounts.
Some of the attractions included are:
the Tallinn Zoo, the Tallinn City Tour Bus,
the Bicycle Tour of Tallinn, the Estonian
History Museum, the Tallinn Town Wall, © (Kroot Tarkmeel); visittallinn.ee

the Estonian Open-Air Museum and the

Holy Spirit Church. The Tallinn Card is activated automatically the first time it is used,
either at an attraction or on public transport and is valid for the next 24, 48 or 72 hours,
depending on the plan that has been purchased. The Tallinn Card has been available for
20 years and started as a paper card - now it is an electronic ticket containing a QR code
that one simply needs to show to the cashier - or operator of the public transport.

Find out more at: https://www.visittallinn.ee/eng/tallinncard

SmartTourismCapital.eu #EUTourismCapital
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4.1.1.5 Visitors with disabilities; Brighton; Malaga; Valencia; Bari; Cascais;
Gothenburg; Lyon; Ravenna; Tallinn; Venice

Special wheelchairs at the seafront; Brighton: The beach in Brighton is an iconic
landmark and visitors in wheelchairs do not need to miss out on going. Brighton offers
special ‘all terrain” wheelchairs at the seafront to enable people with disabilities to enjoy
the beach. They are free to use, and you can make a booking up to one week in advance or
just rent the wheelchair on the actual day of your visit.

Find out more at: www.brighton-hove.gov.uk/content/leisure-and-libraries/seafront/beach-
accessibility-all

Attracting tourists with disabilities and creating an inclusive experience; Malaga:
The city’s biggest attraction has always been - and still is - its wide range of beaches.
Malaga has made it a priority to provide access to all holidaymakers and citizens alike.
Today, eight of the city’s beaches are fully accessible with access ramps, concrete paved
walkways to the seashore, accessible changing rooms, seating areas and in some cases,
support assistants to help with sea bathing and extra devices for the blind. As a part of the
annual ‘Enjoy the Beach’ programme, the city hereby aims to attract more tourists with
disabilities and to create an inclusive experience at the beach.

Find out more at: http://www.visitcostadelsol.com/explore/the-best-beaches-on-the-costa-
del-sol/guadalmar-beach-p17211

Beach and sea access to residents and visitors of all abilities; Valencia: In 1997,
Valencia was a tourism pioneer in launching an ambitious ‘beaches for all programme’
aimed at providing beach and sea access to residents and visitors of all abilities. The
beaches of Malvarrosa and Cabafal were subsequently certified as universally accessible
in 2008. The ‘El sentir del Sol' is a collaboration between private operators that provides
leisure activities for 6,000 people with disabilities each year.

Find out more at: http://www.valencia.es

SmartTourismCapital.eu #EUTourismCapital
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Bari's accessible beaches; Bari: As a city, Bari is defined by its coastal location and city
authorities have ensured that visitors with physical disabilities are able to fully enjoy their

experience at the seaside.
Fully accessible beaches offer
adapted paths and beach
mats, which allow wheelchair-
users and slow waters direct
access to the sea. Many
visitors also arrive by boat.
These visitors can rest assured
that all moorings are adapted
for wheelchair users. Cruise
vessels are also connected
to the city via a fully adapted
train shuttle service.

Find out more at: https:/www.
viaggiareinpuglia.it/

© City of Bari
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A beach for everyone; Cascais: Cascais launched a programme to develop accessibility
on Cascais'’s beaches. Accessible beaches are marked with a flag and have special paths
that facilitate access for people with special needs, allowing them to gain access to enjoy
the seaside. Further to this, a new special chair, the Titald, helps them to enjoy the sea in
safety. The project Praia Para Todos (Beach for All) is part of the Maré Viva Programme
(Living tide), aiming to protect the coast, enable access for everyone and raise awareness
for an inclusive society.

Find out more at: https://www.cascais.pt/en/agenda-cascais/visitar/praias

Accessible Liseberg Amusement Park; Gothenburg: The Liseberg Amusement Park is
one of Sweden’s most popular tourist attractions, with over 3 million visitors each year. The
Parkisforallagesandincludesmorethan40ridesand attractions, musicstages, restaurants,
games and dance floor. Liseberg has been working to make the Park as accessible as
possible - not everyone can go on all rides, but there are rides for everyone. Especially the
park's concert stages have been re-designed to include people with disabilities; ramps for
people in wheelchairs have been built and there are several performances with narration
and signing for guests with visual and hearing impairments each year. The Liseberg
Amusement Park also hosts
the ‘Special School Day),
were the Park is reserved
for students and teachers
from special needs schools
in Gothenburg, so that they
can experience the Park with
less visitors and in calmer
surroundings. To enable
socially disadvantaged
children to visit Liseberg, the
Park donates 13,000 visits
per year to social welfare
centres in Gothenburg. © Per Pixel Petersson/Géteborg & Co

Find out more at: https://www.liseberg.com/plan-your-visit/services-in-the-
park/?activeTab=tab-2886

SmartTourismCapital.eu #EUTourismCapital
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FunktekProject;Gothenburg:
The aim of the Funktek project
is for people with disabilities to
be able to visit and experience
museums and thereby
participate in culture just like
everybody else. The Museum
of Gothenburg hired people
with various disabilities to
analyse the exhibitions of the
Museum, as their knowledge
and experience of what it's
like to be excluded by society © Beatrice Térnros Goteborg & Co

can create a better museum.

The goal of the Museum of Gothenburg was to change how exhibitions are envisioned,
planned and built, so that future museums can incorporate accessibility into their designs
- thereby not finding special solutions, but solutions and conditions that worked for
everyone. The project allowed to collect thoughts, experiences and ideas into manuals,
reports and educational material. The Museum of Gothenburg now uses those methods
when planning exhibitions and activities within the Museum, as well as for the planning of
the re-opening of Gothenburg’s Maritime Museum in 2021. The Museum of Gothenburg's
sister museums in the town, such as the Museum of World Culture and the Gothenburg
Museum of Art, also make use of the method and knowledge from the Funktek project.
Furthermore, a new concept for the Museum'’s guided city walks was created thanks to
the Funktek project, city walks for all. Here, all senses of visitors are being activated. The
interactive ‘city sittings' in the Museum'’s courtyard, as well as guided walks of 30 minutes
and 75 minutes, are proposed.

Find out more at: http://www.funktek.se/startpage/

SmartTourismCapital.eu #EUTourismCapital
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Accessibility of information and of cultural heritage for disabled visitors; Lyon: The
Tourist Information Office in Lyon ensures that visitors are always told about specific
offers such as hearing loops for the hard-of-hearing, colour-contrast maps for the visually
impaired, trip advisors trained to cater for people with disabilities and much more. When it
comes to its museums, Lyon has done its best to make most of its cultural establishments
accessible to people with reduced mobility. In addition to this physical accessibility and
preferential rates for disabled people and accompanying persons, the city’'s museums are
implementing measures to provide top quality services, such as tours that are adapted
for the deaf or hard-of-hearing by allowing them to touch the works of art, and by doing
a better job when welcoming and supporting people with a sensory disability, thanks in
particular to sign language interpreters and specific workshops (tactile tours that enable
visitors to touch decors). Additionally, some of the restaurants have speaking menus to
cater for visually impaired or blind people. This means they can peruse the menu in their
own time and place their own orders unaided, enabling them to experience Lyon on their
own terms, without being dependent on help.

Find out more at: https://en.lyon-france.com/Plan-your-stay/lyon-for-all/disability-and-
accessibility-information and download the Guide Ville de Lyon Accessibilité https://en.lyon-

france.com/Plan-your-stay/lyon-for-all/disability-and-accessibility-information.

Barrier free access to historic sites; Ravenna: No matter how old an attraction is, it can
always be made accessible for those with any kind of disability. Ravenna is excelling in
this area and is thus playing a leading role in the USEFALL - UNESCO sites experience for
all - project. As part of this initiative, local tourist operators have received special training
in welcoming visitors with physical disabilities or special needs. Additionally, dedicated
audio guides and tactile mosaics have been produced, to ensure the visiting of a UNESCO
site can be experienced by all. Find out more about the USEFALL project here.

Find out more at: https://www.italy-croatia.eu/web/usefall
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Accessibility of infrastructure; Tallinn: The city has established a wide range of
accessibility measures for people with disabilities. The city has installed street tiles with
dots and stripes to make moving easier for the visually impaired, added sound signals to
traffic lights and installed a special map application which gives you an overview of the
accessibility of the main streets, parking areas and restrooms for the disabled. Most of the
buses and trams have a low-floor entrance, making it possible to enter with wheelchairs
and, at Tallinn Airport, disabled visitors can use electric wheelchairs to navigate within
the terminals. Therefore, accessibility is becoming increasingly embedded in the tourism
offer.

Find out more at: https:/www.visittallinn.ee/eng/visitor/discover/articles-guides/accessible-
tallinn

Making the city of bridges more accessible; Venice: Venice is improving the city's
pedestrian access by making 40 insulae accessible. More than 60 already are accessible,
out of a total of 129 insulae. The city's waterbus operates 24 hours a day, every 10 to
20 minutes and goes to all major attractions.
All the boats are accessible, seating is
reserved for customers who have mobility
problems, and visitors with disabilities and
their accompanying person can go on with
reduced rates. Bridges and pedestrian
walkways were improved, such as through
ramps, lifts or stair lifts, leading to around
30km of accessible routes in Venice. Venice
also introduced systems that help find the
way, as well as tactile paving, for visually
impaired visitors. These measures improve
warnings about the danger of falling into the
water, as well as the presence of bridges.
Venice recently decided to i