Professional Accessibility Mentor (PAM) brief
Understanding the role of the Professional Accessibility Mentor
The role of the PAM is to provide specialist guidance and support for you and your businesses throughout the Enhanced Programme. This should be someone who has experience and understanding of accessibility and inclusion, ideally within a tourism context. Their expertise will help you, your businesses, your stakeholders and the community gain maximum benefits from the process.
In the Business Engagement stage of the project, the PAM will use their experience and networks to: 

· identify suitable businesses for inclusion in the Enhanced Programme. Participating businesses should, as far as possible, reflect the tourism value chain in your destination. 
· support the project team by advising on key messages to assist with business engagement, as well as contributing to the development of a communication timetable.
· deliver a package of one-to-one support for each participating business. during the Business Development phase of the project. 

PAM deliverables and KPIs
The PAM deliverables for the Enhanced Programme are outlined below, along with some suggested Key Performance Indicators (KPIs) to help provide a focus for the work and to support project evaluation.
	PAM deliverables and KPIs

	Deliverables:
Business Engagement phase
	KPIs

	Identify suitable businesses for inclusion in the programme
	Agreed number of suitable businesses from across the value chain signed up to the programme

	Deliverables:
Business Development phase
	KPIs

	Undertake accessibility audits of the businesses’ products and services

	An accessibility audit completed for each business and a detailed accessibility report and an Improvement Plan provided


	Write a report and improvement plan for each business, including a summary of existing provision, good areas and areas for improvement with prioritised recommendations identified.

	

	Co-ordinate and monitor the completion of online disability awareness training by the participating businesses’ customer-facing staff members.

	At least 90% of identified customer facing staff at each business completed 100% of the online accessibility training


	Manage a mystery shopping process, working with local accessibility groups.
	At least one mystery shopping visit by a person with accessibility requirements for each business, with feedback documented (up to maximum of three)


	Support businesses in providing accessibility information on their website

	High-quality accessibility information published on each business website and / or an AccessAble Detailed Access Guide created


	Support businesses to follow best practice in the provision of accessibility information on their website
(note that this does not include an evaluation of whether the business website meets technical website accessibility standards e.g. W3C or WCAG)

	An ‘Access for All’ or equivalent section available on the website of each business 


	Support the management of a one-to-one peer mentoring programme for businesses.

	Each business receives at least two calls from their business mentor 


	Manage the delivery of two destination-wide conferences to engage other tourism providers.

	Two full day in-person destination-wide events delivered 




Recruitment guidance
The following guidance is designed to support you in recruiting PAMs able to deliver the Enhanced Programme effectively. It outlines the skills, knowledge and experience needed to fulfil this role, and suggests the type of supporting evidence required to demonstrate competence. This evidence can be requested as part of the tendering process.
	Recruitment and selection guidance

	Skills, knowledge & experience required
	Supporting evidence required

	A clear understanding of the project brief, challenges and critical success factors
	A demonstrable understanding of the potential scope of the project and those issues that will be critical to its:
· implementation
· development
· long-term success and 
sustainability


	
	A demonstrable understanding of the key challenges and risks and how these may be mitigated


	A clear methodology to deliver the project, which is professional, innovative and creative in its approach. An example audit template or completed audit report may be requested to support this.
	A clear proposal to deliver each aspect of the brief to the standards and timescales required provided, with examples of creativity and innovation highlighted.

An example audit template or completed audit report submitted.


	Suitable qualifications, experience, expertise, skills and capacity to deliver the programme
	· Names and positions of key personnel delivering the programme provided
· CV for each person provided, including specific experience relevant to the programme (max 2 pages per person)
· Roles and responsibility of each individual outlined
· Capacity for each person to deliver within the specified timescale demonstrated


	A proven track record in the sector
	· Examples of previous, relevant project work provided e.g. in the form of case studies (max one page per case study)
· Names and contact details of two referees given




Budgeting
When budgeting for a PAM, you will need to take into account the costs of the elements highlighted below:
· The PAM
· Room hire costs for:
· the introductory workshop with businesses
· two destination-wide conferences
· delegate refreshments related to the above
· Mystery shopper fees e.g. £50 per mystery shop
Within the tender documentation, it is important to specify whether you require the PAM to pay the above costs in the first instance and then reclaim them from the LVEP, or whether the LVEP will be meeting these costs directly.
Whilst costs will vary, a guideline maximum budget of circa £50,000 - £90,000 is suggested to cover the deliverables within the PAM’s remit including:
· assisting with business selection;
· half day in person business engagement workshop;
· destination partner meeting;
· auditing of up to 16 businesses;
· supporting the provision of business accessibility information;
· monitoring online training by front-line staff;
· facilitation of a Mystery Shopping process and Mystery Shopper expenses;
· facilitation of a peer mentoring programme;
· business websites review and guidance;
· destination website review and guidance;
· facilitation of two destination wide conferences including venue and food and beverage costs.
The actual budget allocated for the PAM will depend upon which of the above activities they are to undertake. If you have decided to cover some of these activities ‘in-house’ e.g. monitoring online training by front-line staff, the total budget for the PAM will be reduced accordingly.
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