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Inclusive tourism represents a paradigm shift in travel practices, moving beyond traditional 
approaches to cater to the diverse needs of all individuals, irrespective of their physical abilities,  
age, or other personal circumstances . At its core, this concept aims to dismantle existing barriers 
and ensure equitable access to the full spectrum of tourism experiences for everyone . The United 
Nations  World  Tourism  Organization  (UNWTO)  underscores  the  fundamental  importance  of 
accessibility, recognizing it as a central tenet of any responsible and sustainable tourism policy .  
This  perspective  highlights  that  inclusive  tourism  is  not  merely  an  add-on  but  an  integral  
component of a holistic and forward-thinking approach to tourism development. The essence of 
inclusive  tourism lies  in  guaranteeing  that  destinations,  services,  and  experiences  are  readily 
accessible and enjoyable for all people, including those who may face financial limitations 2. This 
broad definition acknowledges that barriers to tourism can be multifaceted, encompassing not only 
physical  obstacles  but  also  economic  and  social  ones.  The  principles  underpinning  inclusive 
tourism provide a framework for action, emphasizing universal access, equity, and participation . 
Universal access calls for the removal of physical, sensory, and communication barriers, ensuring 
that tourism offerings are usable by all individuals to the greatest extent possible. Equity focuses 
on  addressing  individual  needs  rather  than  adopting  a  standardized,  one-size-fits-all  model, 
recognizing  that  different  people  have  varying  requirements.  Participation  involves  actively 
engaging communities and seeking feedback to ensure that tourism development and services are 
truly inclusive and meet the needs of a diverse population.
A key strategy in achieving inclusive tourism is  the adoption of  universal  design principles .  
Universal  design entails  creating products  and environments  that  are  inherently  usable  by all  
people, without the necessity for adaptation or specialized design . This approach aims to foster 
social inclusion, equality, and independence for the entire population, considering the wide range 
of abilities present across all stages of life . Indeed, inclusive tourism can be viewed as a global 
movement dedicated to ensuring the complete social participation of individuals with disabilities,  
alongside all other members of society, in travel, civic life, and cultural contributions . It signifies 
an active acceptance and a process of cultural transformation that cultivates tolerance and mutual 
understanding among all participants .

The UNWTO further defines inclusive tourism as the capacity of the tourism sector to  
integrate  disadvantaged  groups,  enabling  them  to  participate  in  and  benefit  from  tourism 
activities . This definition underscores the potential of tourism as a powerful tool for sustainable 
development and for mitigating poverty and inequality, aligning directly with the United Nations'  
2030 Agenda and its 17 Sustainable Development Goals (SDGs) . Ultimately, inclusive tourism is 
intrinsically linked to the broader progress of society and across generations, necessitating the 
elimination of  social  exclusion and inequality  as  fundamental  prerequisites  for  achieving true 
sustainability  in  the  tourism  sector  .  The  consistent  use  of  terms  like  "everyone"  and  "all 
individuals" across various definitions indicates that  inclusive tourism's  scope extends beyond 
disability,  encompassing  a  wide  array  of  needs  and  circumstances,  including  age,  financial 
resources, and even temporary impairments. This suggests that the positive impacts of adopting 
inclusive  practices  will  likely  benefit  a  market  segment  much  larger  than  just  people  with 
disabilities.  Furthermore,  the  explicit  connection  between  inclusive  tourism  and  sustainable 
development, as highlighted by the UNWTO and other sources, underscores a growing global 
consensus that social equity is indispensable for the long-term viability of the tourism industry. 
This signifies that embracing inclusive practices can contribute to a more resilient and responsible 
tourism sector in Kazakhstan. The evolution of the definition of inclusive tourism, shifting its  
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focus  from tourism producers  to  consumers  and  subsequently  to  the  relationships  among  all 
stakeholders, reflects a deepening understanding of this multifaceted concept. This suggests that a 
comprehensive  strategy  for  Kazakhstan  needs  to  consider  the  roles  and  requirements  of  all 
involved parties, including local communities and vulnerable populations beyond just the tourists 
themselves.
The adoption of inclusive tourism principles holds significant importance and offers numerous 
benefits for the restaurant and hotel industry in Kazakhstan. By promoting equality and enhancing 
cultural understanding, inclusive practices open up the tourism market to a significantly wider 
audience, ultimately benefiting businesses economically . Ensuring that all visitors can enjoy their 
experiences without encountering barriers improves the overall quality of tourism for a diverse 
range of customers who may require specific adjustments or facilities . Key areas of focus for 
developing inclusive tourism within the hospitality sector include enhancing customer service, 
improving information provision, implementing inclusive design principles, organizing inclusive 
events, and supporting social tourism initiatives .

The  tangible  benefits  of  embracing  accessible  and  inclusive  tourism  are  manifold. 
Businesses  can  expect  to  see  increased  revenue,  enhanced  customer  loyalty,  greater  overall 
demand, and higher levels of customer satisfaction . Notably, travelers with disabilities and senior 
citizens tend to spend considerably more on their holidays compared to other market segments .  
Moreover,  businesses  that  actively  cater  to  the  needs  of  all  visitors  often  experience  higher 
occupancy rates and cultivate a more loyal customer base who are eager to recommend these 
establishments to their friends and family .
Diversity,  Equity,  and  Inclusion  (DE&I)  are  not  merely  abstract  concepts  but  rather  critical  
components for achieving success and long-term viability in the hospitality and events industry .  
Embracing DE&I enhances the customer experience by ensuring that all guests, regardless of their  
gender,  race,  ethnicity,  sexual  orientation,  age,  abilities,  or  other  characteristics,  feel  valued, 
respected, and comfortable . A diverse and inclusive environment is better equipped to cater to the  
varied  cultural,  dietary,  and  accessibility  needs  of  guests,  leading  to  increased  customer 
satisfaction and loyalty . Furthermore, a diverse team brings together a wider array of perspectives 
and  ideas,  which  can  significantly  boost  innovation  and  creativity  within  the  organization  . 
Employees who feel included and valued tend to be more engaged and motivated, contributing to 
improved employee retention and enhanced overall  job satisfaction .  Ultimately, incorporating 
DE&I principles allows businesses to connect with a broader audience, tap into new markets, and 
unlock significant business opportunities, driving both growth and profitability .

Inclusive  tourism,  by  its  very  definition,  ensures  that  destinations,  services,  and 
experiences are accessible and enjoyable for all individuals, irrespective of their physical abilities, 
age,  or  financial  means,  thereby  benefiting  both  travelers  and  the  destinations  themselves 
economically  .  Promoting this  type of  tourism helps  to  meet  the  growing needs  of  an aging  
population  and  also  uncovers  strong  opportunities  within  often  overlooked  communities  . 
Destinations  that  prioritize  inclusivity  often  witness  increased  rates  of  visitor  returns,  longer 
average stays,  and more positive word-of-mouth recommendations,  all  of  which contribute  to 
significant financial gains . A diverse workforce within the hospitality sector allows venues to 
better address the specific needs of their diverse clientele. Employees who can communicate in 
different languages, understand various cultural nuances, and respect diverse religious beliefs are 
better positioned to provide a superior customer experience. Customers generally appreciate being 
served by individuals  who understand their  cultural  background and can relate  to  them on a  
personal level . Research indicates that travel and tourism companies that champion diversity and 
inclusion often possess a competitive edge, with employees demonstrating higher productivity and 
customers  reporting  greater  satisfaction  .  Improved  infrastructure  and  transportation  systems, 
designed with accessibility in mind, not only benefit travelers with disabilities but also diversify  
the  tourism  market  and  its  various  niches  .  By  actively  promoting  inclusion,  equality,  and 
sustainability,  tourism  experiences  are  enriched,  the  sector  becomes  more  diverse,  and  local 
citizens are empowered .
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The ability to travel and enjoy products, services, and environments is not just a desirable 
amenity but a fundamental right for every person, including those with disabilities . Embracing 
accessible tourism is not only a moral imperative but also a strategically sound business decision. 
By appealing to a broader demographic, destinations can enhance local economic prospects and 
cultivate a thriving tourism industry, leading to the creation of new jobs for local residents and  
even an increase in the number of non-disabled visitors . It is common for people with disabilities 
to travel with companions, presenting an opportunity for businesses to make a positive impression 
on all members of the traveling party . A favorable impression of an accessible location can also  
motivate those traveling with individuals with disabilities to return in the future,  having been 
pleased  with  the  overall  experience,  the  level  of  service,  and  the  opportunity  to  enjoy  the 
destination together . Given the limited number of venues that are reliably accessible, people with 
disabilities will almost always prefer to return to places they know are adapted to their needs and 
where the staff provides excellent service, fostering strong customer loyalty . By implementing 
universal design principles and making reasonable adaptations to their spaces, accommodations, 
dining  establishments,  and  public  facilities  can  be  transformed  into  truly  welcoming  tourist 
destinations. Creating accessible environments invariably has a positive impact on a business's  
local community. As inclusive practices gain momentum, they lead to improvements in the overall 
quality  of  life  for  both  locals  and  visitors,  generating  socio-economic  growth  that  benefits 
everyone, including the most vulnerable members of society . Once people with disabilities are 
granted equal access to local amenities, their happiness and personal satisfaction within that area  
also increase, which in turn benefits local businesses by increasing overall activity and spending . 
The consistent emphasis on the economic advantages strongly suggests a compelling business case 
for inclusive tourism in Kazakhstan. Framing inclusivity not just as a social responsibility but as a  
potential driver for increased revenue, market share, and customer loyalty could be a powerful  
motivator for its adoption within the Kazakh hospitality sector. Furthermore, the intertwining of 
inclusivity with broader concepts like DE&I and workplace diversity indicates that the benefits 
extend beyond just customer-facing aspects, potentially leading to a more positive and productive 
work environment within Kazakh hotels and restaurants.  The idea that  inclusivity can lead to 
destination differentiation has  significant  implications  for  Kazakhstan,  allowing it  to  attract  a 
specific segment of the international travel market and gain a competitive edge.
Globally, inclusive tourism has witnessed a significant increase in attention and momentum, with 
a growing emphasis placed on ensuring that travel experiences are accessible to individuals of all  
abilities . The 21st century has been marked by a rapid expansion of the tourism industry, fueled 
by advancements in information technology, increasing urbanization, and greater globalization . 
However, despite this growth, marginalized groups often face exclusion from mainstream tourism 
due to factors such as ethnicity, gender, ability, economic constraints, and cultural loss . This has  
spurred  a  search  for  more  inclusive  and  sustainable  tourism  models  worldwide.  As  global 
demographics continue to shift towards older populations, the demand for inclusivity in tourism is 
only expected to grow further. Concurrently, sustainable travel is emerging as a major trend, with 
a  significant  proportion  of  consumers  actively  seeking  out  more  environmentally  responsible 
options  when  they  travel.  The  increasing  global  emphasis  on  inclusive  tourism suggests  that 
Kazakhstan has a timely opportunity to align itself with a significant and expanding international 
trend.  Early  adoption  of  inclusive  practices  could  position  Kazakhstan  as  a  progressive  and 
responsible tourism destination on the global stage. The rapid expansion of the tourism industry, 
coupled with the persistent exclusion of marginalized groups, highlights a potential market gap 
that  Kazakhstan can strategically address.  By prioritizing inclusivity,  Kazakhstan can tap into 
underserved  segments  of  the  market  and  potentially  attract  travelers  who  might  otherwise 
encounter barriers to visiting the country. The convergence of the growing trend towards inclusive 
tourism with the increasing consumer demand for sustainable travel presents a unique opportunity 
for  Kazakhstan  to  develop  an  inclusive  and  sustainable  tourism  model.  This  could  involve 
promoting ecotourism initiatives that are also fully accessible to people with disabilities and other 
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vulnerable  groups,  further  enhancing  the  country's  appeal  to  environmentally  and  socially 
conscious travelers.

Almaty, Kazakhstan's largest city and a major tourism hub, presents a mixed picture in 
terms of  accessibility  for  disabled travelers.  While  efforts  to  improve accessibility  have been 
undertaken  in  recent  years,  not  all  areas  are  yet  fully  accessible  .  Larger  hotels  and  some 
guesthouses in Almaty may offer accessible features, but it remains crucial for travelers to verify 
these accommodations in advance to ensure they meet their specific needs . Public transportation 
options within Almaty may not be fully adapted for individuals with disabilities, making private  
transportation,  such  as  taxis,  a  potentially  more  convenient  alternative  .  Furthermore,  some 
sidewalks  and streets  in  Almaty may be  uneven or  lack adequate  curb cuts,  which can pose 
challenges for wheelchair users and those with mobility impairments .

A significant initiative aimed at assessing and improving accessibility in Kazakhstan is the 
"Accessible Kazakhstan" online map, which has been under implementation since January 2019 . 
This interactive map allows civil society representatives to rate the accessibility level of various 
urban facilities  and services  for  people  with  disabilities.  Utilizing  a  system analogous  to  the 
international traffic light system, facilities are marked with icons of three colors: green to indicate 
full accessibility, yellow for partial accessibility, and red for inaccessibility .

Several  hotels  in  Almaty  report  offering  some  level  of  accessibility.  The  Swissotel 
Wellness Resort Alatau Almaty states that most areas of the hotel are accessible to those using 
wheelchairs  and  offers  two  handicap  rooms  equipped  with  roll-in  showers,  available  upon 
request . The Regardal Hotel in Almaty indicates that its common areas are suitable for wheelchair 
users, and one of its Junior Suites is specifically listed as wheelchair accessible . Similarly, the ibis  
Almaty City, part of the Accor group, is described as wheelchair accessible and offers three rooms 
designed for people with reduced mobility . The Ritz-Carlton Almaty also mentions accessible 
hotel features and guest room accessibility on its website .

Recognizing  the  importance  of  creating  an  inclusive  environment,  the  United  Nations 
Development Programme (UNDP) in Kazakhstan, in collaboration with the Ministry of Labour 
and Social Protection of the Population, launched a project at the end of 2021 to develop the  
institution of advisers on disability issues to akims (governors) of regions and ministers . This 
initiative aims to help local authorities develop effective solutions to ensure the rights and improve 
the quality of life of people with disabilities across the country . Despite these efforts, experts 
estimate that approximately 80% of facilities in Kazakhstan remain inaccessible for people with  
disabilities,  with  only  about  20% considered  partially  accessible  .  Data  from the  "Accessible 
Kazakhstan" map in its early stages revealed that out of 3,200 facilities rated, only a small fraction  
were fully accessible for wheelchair users and people with hearing loss, and none were found to 
be  fully  accessible  for  people  with  vision  impairment  .  The  situation  is  reported  to  be 
unsatisfactory in various public facilities, including schools, shopping malls, and service centers .  
Often, even when facilities are marked as accessible, issues persist with the compliance of ramps  
to  established standards,  and internal  spaces  may remain  inaccessible  even if  the  entrance  is  
technically  compliant  .  Pharmacies,  frequently  visited  by  people  with  disabilities,  often  lack 
proper accessibility features such as ramps or have ramps that are too steep, narrow entrance 
doors,  or  thresholds  that  exceed  permissible  heights  .  Almaty  is  considered  particularly 
challenging  for  individuals  with  limited  mobility  due  to  its  rough  terrain  resulting  from  its 
geographical features, while Pavlodar is noted as having a better situation with more accessible 
public  spaces  .  The  "Accessible  Kazakhstan"  project  is  a  collaborative  effort  involving  a 
consortium  of  15  public  organizations  across  the  country,  indicating  a  grassroots  movement 
towards improving accessibility . Some businesses are beginning to cooperate with the project to  
create more accessible environments, with at least one cafe owner in Almaty expressing pride in 
being marked as inclusive and family-friendly on the map . In a promising development, Almaty 
is planning to implement an inclusive tourism project in 2025, which includes the installation of  
five  tactile  models  at  significant  tourist  sites  to  help  people  with  visual  impairments  gain  a 
comprehensive  understanding  of  these  landmarks  .  However,  across  the  country,  many  state 
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facilities still lack or have insufficient equipment such as ramps, lifts, and accessible areas for  
consultations . Furthermore, some shops, cafes, and clinics in Almaty continue to lack essential  
accessibility features like ramps and lifts . Public transportation in Almaty, including buses and 
the metro, is also reported to be largely not adapted for the needs of people with disabilities 27. The 
existence of the "Accessible Kazakhstan" map suggests a growing awareness and an attempt to 
monitor accessibility within the country. However, the fact that a large majority of facilities are 
still rated as inaccessible or only partially accessible reveals a significant disparity between this  
awareness and the actual  implementation of accessibility standards in Kazakhstan's  hospitality 
sector. The contrast between some larger, potentially international hotel chains offering certain 
accessibility  features  and  the  widespread  inaccessibility  of  many  other  facilities  indicates  a 
potential two-tiered system within Kazakhstan's hospitality sector. This may suggest that while 
some segments of the industry are starting to address accessibility concerns, smaller businesses 
and local establishments might be lagging behind due to factors such as limited resources, lack of 
awareness,  or insufficient enforcement of existing regulations. The active engagement of non-
governmental  organizations  and  the  initiation  of  projects  like  the  appointment  of  disability 
advisors point to a growing involvement of civil society in advocating for improved accessibility 
in  Kazakhstan.  This  suggests  that  future  progress  in  developing  inclusive  tourism will  likely 
depend  on  strong  collaborative  efforts  between  government  bodies,  the  private  sector,  and 
disability advocacy groups to drive systemic change and ensure the effective implementation of 
accessibility measures. 
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Abstract. This paper explores the profound impact of climate change on the development 
of  sustainable  tourism  in  South  Kazakhstan.  As  the  region  faces  rising  temperatures, 
desertification,  and  water  scarcity,  the  tourism industry  must  adapt  to  preserve  its  economic 
viability  and  environmental  integrity.  Drawing  on  international  best  practices  and  relevant 
literature, the study presents a step-by-step model aimed at promoting climate-resilient tourism. 
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