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ABSTRACT 

Accessible service – pleased customer! To develope the accessability of alimentary services from an aspect of eye impaired clients 

The goal of this project is to develop the user-based improvement of the personnel restaurant with the help of visually impaired customers. The object is to identify the problems and challenges, which visually impaired clients have, when using the personnel restaurant and arouse awareness towards the subject. A visually impaired person is one, who suffers the partial or total loss of sight. The field research concentrated on problems and challenges confronted by blind or visually impaired customers when using catering services in a self service restaurant. The field research was realized in two educational institutes, in a private enterprise and in an elderly day care center. The test persons were blind or visually impaired students, adults and seniors. This study concentrated on blind and visually impaired clients and the way they see in a restaurant.  

This study is a part of the Laurea Gusto research and development project which aims at development of hospitality services with the help of an ethnographic user center method developed at Laurea University of Applied Sciences. This method concentrates on the user or user group, which participates in the study as test persons but also in the analysis and interpretation of the results. This project concentrated on gathering and refining information on how blind and visually impaired persons conceive the services and the problems they experience in self service units. The blind or visually impaired person was in the center. User information was gathered by observation and interviews using cameras. Dictaphones and diaries for capturing the information for further analysis. Observation concentrated on the restaurant, not kitchen or outside units and further mainly on the self-service unit. The service received from the service personnel was also notified. The results were interpreted and analyzed together with the test persons as well as some experts integrated in the project. The final report was prepared as a part of Haaga-Helia project on writing genre and project reporting. Various experts participated in the writing process by writing or commenting the written report.  

This project resulted in a large material of photos and videos allowing visualizing the problems experienced by the blind and visually impaired clients. Further recommendations were developed for service and development. Visual impairment is subjective, so the knowledge we have got is on general level, but it gives an idea what we can do. This information helps the professionals to design, develop and create food services in a way visually impaired and blind persons manage to help themselves in a self-service unit and through enhanced accessibility become pleased customers.

This project was presented as a poster presentation at Finnish Nutrion Conference 2008 in Helsinki. Moreover several articles were published in professional magazines and presentations made in training seminars. Moreover a training session on the subject was prepared as a part of the project. This project was granted the EU Handinnov Europe 2008 award in November 2008 in Paris, France.  

 
 
 
