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ABSTRACT 

The trend of tourism is on the upswing. According to the World Travel & 

Tourism Council (WTTC), this industry was expected to generate almost US$6 trillion 

of economic activity in 2008. The number is expected to surpass US$10 trillion by 

2018 (WTTC, 2008). In addition, the number of leisure travelers has increased 

worldwide. In 2007, 458 million (51%) international tourist arrivals were motivated by 

leisure, recreation and holidays (WTO, 2008).  

There are millions of people worldwide with disabilities, including seniors, who 

would also like to travel. The cost of making a hotel accessible to people with 

disabilities are not prohibitive, given that this type of renovation can be considered as 

advantageous to both the hoteliers and the users.      

In 2005, there were 1.2 million Taiwanese reported with physical or mental 

disabilities, and this number was estimated to increase by 10% each year (the Ministry 

of the Interior of Taiwan, 2006). Similar to the global tourism trend, the hospitality 

industry in Taiwan is also on the upswing. However, most of the hoteliers in Taiwan 

have not yet recognized the importance of taking action regarding accessibility. If the 

lodging industry wants to tap into this new market and ultimately increase their 

revenue, understanding the needs of the disabled travelers and providing suitable 

accommodations to travelers with disabilities is necessary. 

This study used a convenience sampling strategy and snowballing technique to 

solicit Taiwanese with disabilities via email to join a web-based survey. The 

questionnaire was posted on my3q.com (www.my3q.com), a private web-based survey 

http://www.my3q.com/
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company. Data collection was conducted over a six-week period from February 13, 

2010 through March 20, 2010. A total 176 surveys were collected.  

This study revealed that the accessibility of public facilities is the most important 

issue for disabled travelers when they stay in a hotel. Moreover, the results indicated 

that disabled travelers were “truly” loyal to a hotel that could satisfy their needs. This 

study also shows that participants, whose complaints were well-handled, even if they 

were not satisfied, still retained a positive attitude towards the hotel and would 

recommend it to other travelers.  
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CHAPTER I 

INTRODUCTION 

 

Background 

The trend of tourism is on the upswing. According to the World Travel & 

Tourism Council (WTTC), this industry was expected to generate almost $6 trillion 

United States (U.S.) dollars of economic activity worldwide in 2008. Although the 

growth of Travel and Tourism economic activity was forecasted to slow, it was still 

expected to increase by 3% in 2008. The same research also reports that the Travel 

and Tourism economic activity is expected to surpass $10 trillion U.S. by 2018 

(WTTC, 2009). In addition, the World Tourism Organization (WTO) reported that 

Asia and the Pacific region, recording an increase of 10% to 184 million arrivals, was 

the world‟s second best performing section in terms of international arrivals in 2007. 

The same study also reported that the South-East Asia and the North-East Asia were 

two of the world‟s best performing sub regions with tourism increases of 12% and 

11%, respectively (WTO, 2008). In this study, Republic of China (Taiwan) was 

categorized in the North-East Asia. 

Similar to the global tourism trend, the hospitality industry in Taiwan is also on 

the rise. The Tourism Bureau of Taiwan (2007) reported that the number of people 

traveling domestically increased from 107.5 million to 110.2 million, and international 

tourism receipts were increased 1.52% to $5.21 billion U.S. in 2007.   As tourism 
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continues to increase, hospitality industries are seeking new target markets, 

specifically, disabled travelers. 

 

Accessible and Senior Tourism 

Travelers with disabilities represent the largest and the fastest-growing market 

segment of the hospitality industry (Goeldner & Ritchie, 2006). According to the 2002 

U. S. Census Bureau reports (2006), there were 51.2 million Americans with at least 

one disability, and the number of Americans with disabilities increased as the 

population as a whole was aging. Also, the U.S. Census Bureau (2006) indicated that 

elderly people were more likely to report having a disability than younger people. 

Almost 72% of people in “80 years old and older” group reported having at least one 

disability. This age group had the highest percentage of disabilities among all other 

age groups.  The same report also revealed that the disability percentage for each 

group increased successively with age.  

Today, people are living longer than previous generations. The U.S. Census 

Bureau (2009) reported the number of American senior citizens, age 65 years old and 

older, increased by 2.3 million from 2000 to 2007. This means the market of 

accessible tourism has also increased each year. Furthermore, the U.S. Department of 

Justice (2005) predicted that there will be 71.5 million people over the age of 65 by 

2030.  If this prediction holds true, this will be the first time in U.S. history that so 

many people will reach this age, and most American businesses will need to provide 

accessible environments and accommodations to address age-related physical changes 
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of their new clientele (Green, 2006). Goeldner and Ritchie (2006) predicted the 

accessible tourism market will be the largest and the fastest-growing market segment 

of the hospitality industry in this decade. 

The Physically and Mentally Disabled Citizens Protection Act is the primary 

protection act of Taiwanese with disabilities.  Based on this act, people with 

disabilities are classified into 16 categories. Among these 16 categories, there were 

1.04 million people (4.52% of the total population) with at least one physical or 

mental disability in 2008 (The Ministry of the Interior of Taiwan, 2009). Since 2005, 

the number increased 14% from 937,000 to 1.04 million. Similar to the population of 

the United States, disabilities are becoming more common as Taiwanese are also 

living longer. The Ministry of the Interior of Taiwan (2009) indicated that 15.72% of 

citizens over 65 years old report at least one disability, and this is the highest 

percentage of any age group.  In 2008, 26.67% of citizens were over 50 years old, and 

these citizens will reach retirement age within the next decade. Because of similar 

demographic changes, the potential of accessible tourism market in Taiwan is as large 

as the United States, and people with disabilities have time and disposable income to 

allow them the opportunity for leisure travel.   

Goeldner and Ritchie (2006) claim a positive relationship between the income 

level and households‟ traveling frequencies. Both in the U.S. and Taiwan, income 

levels of people with disabilities are similar to those without disabilities. In the United 

States, the median annual income for people without a reported disability was 

$25,000, only $3,000 higher than people with a non-severe disability (U. S. Census 
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Bureau, 2006). Moreover, the U.S. Department of Labor also estimated that 

Americans with disabilities have $175 billion in discretionary spending power (U.S. 

Department of Justice, 2005). Although there is no related statistical data indicating 

income levels of disabled people in Taiwan, 24.84% of the people with disabilities 

held full-time jobs in 2006 (the Ministry of the Interior of Taiwan, 2009).  Regardless 

of disability, two motivation theories are commonly applied to tourists and their 

motivations to travel. 

  Maslow‟s Hierarchy of Needs and Pearce‟s Leisure Ladder Model are two 

motivation theories applied to tourists and their need to travel.  Maslow‟s Hierarchy of 

Needs (1943) indicates people have different level of needs, beginning with 

physiological needs and ending with self-actualization.  Only when the lower level 

needs are met can people progress to the next level (Cook, Yale, & Marqua, 2002). 

Based on Maslow‟s Hierarchy of Needs, Pearce (1991) developed the Leisure Ladder 

Model to explain individuals‟ travel behaviors and motives.  

Pearce (1991) claims that travel can help people in reaching their fulfillment 

needs. Today, most hospitality service providers only fulfill customers‟ basic 

physiological needs, yet there are some hospitality businesses that also provide 

opportunities and services for travelers to fill the need of acceptance, esteem and self-

actualization (Reynold, 2004). Yet travel can also help people to improve their health, 

lifestyle development and attitudes. Illum and Thompson (1990) state that travel could 

be a rehabilitative or treatment modality for people with disabilities, and through 

traveling, people with disabilities can increase their quality of life. Robert Zwicki, the 
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president of Whole Persons Tour, said, “Travel is a painless way of letting people with 

disabilities see other people in similar situations express how independent they can be. 

Travel can have an overall impact on their life” (Illum & Thompson, 1990, p. 108).  

The number of leisure travelers is increasing worldwide, and millions of these 

travelers have disabilities. Similar to travelers without disabilities, disabled travelers 

visit attractions, stay in hotels, dine in restaurants and are usually accompanied by 

friends or family members.  As hospitality industries begin to tap into this market, 

they may exponentially expand accessibility as well as profitability (The Department 

of Justice, 2005).  Moreover, with continued demographic shifts, more senior people 

will continue to travel.  Many of these seniors will travel with their children and 

grandchildren, and this market continues to grow (Goeldner & Ritchie, 2006). As 

more seniors requiring accessibility join this market, the hospitality industry will need 

to meet their needs by increasing its accessible accommodations in order to remain 

competitive (Simon, 2005).   

Hotel Online (2003) reports that disabled people spent US $13.6 billion 31.7 

million trips in 2002. Realizing the potential of the market for the disabled customers, 

both the airline and lodging industries created 112,800 jobs specifically to cater to 

disabled patrons. The same report also claims that spending trends and market of 

America resident travelers with disabilities could reach US $27 billion U.S. per year if 

their specific needs are satisfied. Travelers with disabilities may be a future market for 

the hotel industry.  
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The American Hotel & Lodging Association (2001) claims that disabled 

travelers comprise an estimated US $3 billion in America. However, people with 

disabilities still face some forms of discriminations or misconceptions in traveling. 

Cheryl Duke, president and founder of W.C. Duke Association, said, “An estimated 58 

percent of all Americans are uncomfortable when around a person with a disability, 

and 47 percent feel actual fear” (Whitford, 1998, p.26). If the lodging industry wants 

to tap into this new market and ultimately increase their revenue, they must better 

understand the needs of travelers with disabilities and provide suitable 

accommodations. Moreover, the industry should do more than the minimum required 

by law and make accessibility available to all disabled travelers (Darcy & Daruwalla, 

1999; Feiertag, 1997).  Also, if the industry provides accessible accommodations to its 

patrons, this may result in increased customer loyalty. 

     

Customer Loyalty of Customers with Disabilities 

Bowen and Chen (2001) claim that customer loyalty has a positive relationship 

with profitability, and the level of customer loyalty is based on customer satisfaction. 

A company can increase its profit from 25 to 125 percent by retaining five percent of 

its customers (Reichheld and Sasser, 1990).  Yet, building customer loyalty is one of 

the most difficult tasks in the lodging industry (Bowen and Chen, 2001). However, 

people with disabilities may be easier to retain as loyal customers. Tantawy, Kim, and 

Pyo (2004) claim disabled guests tend to return for repeat visits if they feel satisfied 
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and supported. Burnet and Baker (2001) also indicate people with mobility disabilities 

are loyal to the institutions that are aware of and support their needs. 

 

Travelers with Disabilities and Hotel Managers 

The establishment of the Americans with Disabilities Act (ADA) of 1990 and the 

ADA Amendments Act (ADAAA) of 2008 has afforded more people with disabilities 

the opportunity to travel because of accessibility requirements. Several organizations 

such as the Society for Accessible Travel and Hospitality, and Accessible Journeys 

provide abundant travel information for people with disabilities who want to travel. 

However, accessibility is still a major issue in other countries where lack of 

accessibility seriously restricts travel for many people with disabilities (Cook, Yale, & 

Marqua, 2002; Wiener, 2003). Although the Physically and Mentally Disabled 

Citizens Protection Act in Taiwan is not as detailed as the ADA and ADAAA in the 

United States, people with disabilities are well-served by the hospitality industry in 

many respects. In order to satisfy travelers with disabilities and eventually create 

customer loyalty, hotel managers should better understand the needs of disabled 

travelers.  This may lead to improved customer satisfaction and result in greater 

loyalty of travelers with disabilities. 

Everyone can benefit when businesses provide disabled customers an equal 

opportunity to enjoy their services. The Taiwanese lodging industry operators can 

improve access for customers with disabilities to enjoy their accommodations by 

addressing the findings in this study. In addition, these findings may help bridge 
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differences or misunderstandings that exist between disabled customers and hotel 

operators, and help hotel owners and marketers build customer loyalty among 

travelers with disabilities. If the lodging industry better understands the needs of 

travelers with disabilities and provides barrier-free accommodations, they may be able 

to tap into the fastest-growing market segment, and ultimately, increase their revenues 

and reputation for catering to disabled customers.  This study may also assist people 

with disabilities by demonstrating how accessible tourism can increase their quality of 

life. 

 

Problem Statement 

Senior citizens and disabled travelers are well known as potential profitable 

markets of the hospitality industry. To date, the cost of making a hotel accessible is 

not prohibitive in the United States or Taiwan. Most new hotel facilities are required 

to accommodate disabled people as well as senior citizens.  These types of 

accommodations can be considered advantageous to both hoteliers and travelers. Hotel 

operators can increase profitability and customer loyalty by providing accessible 

facilities and accommodations. Customers can also enjoy the convenience and 

courtesy of accessible services without additional charges.  

The number of leisure travelers is increasing worldwide, and the proportion of 

travelers who need accessibility continues to increase. However, most of Taiwanese 

hoteliers do not yet recognize the importance of attracting disabled customers, even 

though the Taiwanese government does care about the rights of people with 
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disabilities. In order to provide better protection and benefits to people with 

disabilities, the Legislative Yuan Republic of China amended the Physically and 

Mentally Disabled Citizens Protection Act six times from 1980 to 2001. Nevertheless, 

most of the Taiwanese hotel owners strive only to meet the minimum requirements of 

the Physically and Mentally Disabled Citizens Protection Act. Whitford (1998) 

claimed that the lodging industry should go further than the minimum requirements by 

laws and make accessibility available to all disabled travelers so the hotels can tap into 

the profitability of this market.   

In Taiwan, there is little research focusing on the needs, satisfaction and loyalty 

of travelers with disabilities. The findings of this study have the potential to indicate 

differences between the needs of disabilities travelers versus non-disabled, as well as 

assisting hotel owners and marketers to build customer loyalty among disabled 

travelers. Furthermore, this study may stimulate hoteliers in Taiwan to make 

accommodations more accessible to travelers with disabilities, and help them increase 

their quality of life through travel. 

 

Purpose of the Study 

The purpose of this study describes the needs and satisfaction of disabled 

travelers when they stay in a hotel, and the mediating effects of customer satisfaction 

and customer loyalty of travelers with disabilities.  

The first objective of this project identified the needs and satisfaction of travelers 

with disabilities when they stay in a hotel. Needs and satisfaction were analyzed in 
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conjunction with participants‟ demographic information, disability levels and types, 

economic status and traveling experience. 

 The second objective was to evaluate the relationship between customer 

satisfaction and customer loyalty of disabled travelers regarding the Taiwanese 

lodging industry. Based on previous research models, the Typology of Service Loyalty 

(Pritchard & Howard, 1997) and Customer Loyalty Ladder (Shoemaker, Lewis, & 

Yesawich, 2007) were used to assess and illustrate the relationship between customer 

satisfaction and loyalty of disabled travelers by their purchasing behavior and attitude. 

Moreover, this study tested the effectiveness of complaint resolution to convert 

dissatisfied customers with disabilities to loyal customers. 

 

Theory and Framework 

There were three steps in this study. First, the researcher identified the needs and 

satisfaction of travelers with disabilities in the Taiwanese lodging industry. Next, the 

researcher analyzed the relationship between customer satisfaction and customer 

loyalty. Finally, the researcher illustrated the customer loyalty model specific to 

travelers with disabilities in the lodging industry. The conceptual framework of this 

study was shown in Figure 1.  
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Figure 1. Conceptual Framework of this Study. 

 

In this study, the researcher integrated two theories, the Customer Loyalty Ladder 

(Shoemaker, Lewis, & Yesawich, 2007) and the Typology of Service Loyalty 

(Pritchard & Howard, 1997), to analyze the relationship between customer satisfaction 

and customer loyalty of travelers with disabilities in Taiwan. In addition, the research 

steps were followed in the Customer Loyalty Ladder. The researcher also used 

customer purchasing behavior and attitude to identify truly loyal customers. 
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Research Questions and Hypotheses 

Based on the literature review and purposes of the study, three research questions 

and 11 hypotheses were developed to fulfill the objectives of this study. The three 

research questions were as follows: 

1. Based on previous experiences as hotel customers, what do travelers with 

disabilities identify as their needs? 

2. What is the satisfaction level of travelers with disabilities regarding current 

Taiwanese hotel accessible accommodations? 

3. How does customer satisfaction affect customer loyalty of disabled travelers to 

the Taiwanese lodging industry? 

Based on the first research question, what travelers with disabilities identify as 

their needs based on previous experiences as hotel customers, four research 

hypotheses were established as follows: 

H1: Travelers with disabilities have different needs based on their disability level. 

H2: Travelers with disabilities have different needs based on the type of disabilities. 

H3: Travelers with disabilities have different needs based on their travel frequency. 

H4: Travelers with disabilities have different needs based on their economic status. 

 

Based on the second research question, the satisfaction level of travelers with 

disabilities regarding current Taiwanese hotel accessible accommodations, four 

additional research hypotheses were established as follows: 
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H5: Travelers with disabilities have different satisfaction levels based on their 

disability level. 

H6: Travelers with disabilities have different satisfaction levels based on the type of 

disabilities. 

H7: Travelers with disabilities have different satisfaction levels based on their travel 

frequency. 

H8: Travelers with disabilities have different satisfaction levels based on their 

economic status. 

 

Based on the third research question, how customer satisfaction affects customer 

loyalty of disabled travelers to the Taiwanese lodging industry, three more research 

hypotheses were established as follows: 

H9: If the needs of travelers with disabilities can be satisfied, their purchasing 

behaviors and attitudes are correlated. 

H10: If the needs of travelers with disabilities cannot be satisfied but their complaints 

are handled well, their purchasing behaviors and attitudes are correlated. 

H11: If the needs of travelers with disabilities cannot be satisfied and their complaints 

are not well handled, their purchasing behaviors and attitudes are correlated. 

 

Definition 

 Six definitions that were central to this study are included in this section. Other 

definitions are provided in the main body of the text. 
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People with Disabilities. The ADA provides a general definition of people with 

disability: “people who are considered as disabled under the law are those individuals 

with physical or mental impairments that substantially limit one or more of the major 

activities of life, such as walking, talking, caring for oneself, or working” (The 

Department of Justice, 2005, p.1).  

On the other hand, the Taiwan Physically and Mentally Disabled Citizens 

Protection Act defines people with disabilities as people whose functions of 

participating in society and engaging in production activities are restricted or cannot 

be brought into full play due to physical or mental factors.   

Customers with Disabilities. Burnett and Baker (2001) claim the definition of disabled 

consumers is broader than people with disabilities. A disabled consumer is an 

individual with physical or mental impairment that substantially limits one or more of 

the major function of life at a given point in time. Based on this description, people 

with short-term disabilities, such as a broken leg or arm, could be counted as a 

disabled customer. 

Travelers with Disabilities. This study only focuses on people with disabilities and 

many short-term physical conditions are not included. However, the researcher does 

not have access to some types of disabilities categorized by the Taiwan Physically and 

Mentally Disabled Citizens Protection Act; therefore, this study regrouped travelers 

with disabilities into nine categories: limb disabilities, hearing disability, vision 

disability, lost function of a primary organ, multi-disability, facial damage, voice or 
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speech disability,  balance disability, or other disabilities confirmed by the central 

competent authority in charge of health in Taiwan. 

Lodging Industry. “Lodging means a place to sleep for one or more nights. 

Accommodation is another word often used to mean a place to sleep” (Reynolds, 

2004, p. 24). In this study, the lodging industry includes all businesses which provide 

overnight accommodations for travelers. 

Taiwanese Lodging Industry. In this study, the Taiwanese lodging industry includes 

the lodging properties located in Taiwan, Peng-Hu, Kinmen and Matzu. 

Accessible Accommodations: The term “accommodations” usually refers to all service 

provided by a hotel (Goeldner & Ritchie, 2006). In this study, the accessible 

accommodations mean all service provided by a hotel, except the accessibility of 

public facilities, accessible rooms, and discounts for traveler with disabilities.   

 

Assumptions 

The first assumption of this study was that as people age, they will need 

accessible environments and accommodations to address their age-related physical 

changes. Based on this assumption, the researcher incorporated senior travelers into 

the accessible tourism market. The second assumption is that people with disabilities 

have the same motivations for traveling as people without disabilities. Therefore, the 

researcher can use general motivation theories to explain the traveling motivations of 

people with disabilities. The last assumption is that experienced disabled travelers the 

same needs as other disabled people who have not traveled. 
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CHAPTER II 

REVIEW OF LITERATURE 

 

Five major sections comprise the literature review. The first section discusses 

the current situation of travel and tourism industry. The second section outlines key 

factors and the potential growth of the accessible tourism market. The third section 

summarizes the laws disability rights in the United State and Taiwan. Section four 

explains why people travel using the theories of tourist motivations, and the final 

section illustrates the relationship of customer needs, satisfaction, and loyalty. 

 

Travel and Tourism Industry 

The World Tourism Organization states that “tourism comprises the activities 

of persons traveling to and staying in places outside their usual environment for no 

more than one consecutive year for leisure, business, and other purpose” (Goeldner & 

Ritchie, 2006, p. 5).  Cook, Yale, and Marqua (2002) claim that travel is a temporary 

movement to destinations outside the living or working place. 

According to Chon and Sparrowe (2000), hospitality businesses are closely 

intertwined with the travel and tourism industry, and they strongly affect one another. 

The Council on Hotel, Restaurant and Institutional Education (CHRIE) also considers 

hospitality and tourism as one large industry. There are five components in this large 

industry: food and beverage service, lodging services, recreation services, travel-
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related services, and merchandise. The hospitality and tourism network is established 

on these five separate and often competing segments (Chon & Sparrowe, 2000). 

Powers and Barrows (1999) claim the hospitality industry is comprised of four 

different business segments: travel and tourism, food service, lodging, and culinary; 

each of these segments includes dozens of subcategories. Cook, Yale, and Marqua 

(2002) used “Intergraded Model of Tourism” to describe the tourism industry. This 

model highlights the important parts and factors included in the tourism industry, as 

well as the interactions between each participant.  

The travel and tourism industry is one of the largest industries in the world. 

According to the World Travel & Tourism Council (2009), the growth of travel and 

tourism to the 2008 United States Gross Domestic Product (GDP) was anticipated to 

slow to 3%, but this growth is still healthy given the current economic environment. 

This industry was expected to generate $5.8 billion U.S. of economic activity and 

provide more than 238 million jobs worldwide. Moreover, the economic activity and 

employment contribution of travel and tourism industry is forecast to reach US $10.8 

trillion and employ 296 million people over the next ten years (The 2008 Travel & 

Tourism Economic Research Executive Summary, 2009). 

This study also predicts China will surpass France and Japan in its travel and 

tourism industry related GDP by 2018, becoming the second largest GDP only behind 

the United States.  However, China‟s travel and tourism employment is expected to 

surpass the United States within the next ten years.  (The 2008 Travel & Tourism 

Economic Research Executive Summary, 2009). The United Nations World Tourism 
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Organization (2007) also reports the Asia and the Pacific areas are the second largest 

average annual growth of international tourist arrivals by region. Moreover, the North-

East Asia sub-region (including Taiwan) is the best performing sub-region of Asia-and 

the Pacific region. 

Affected by the global economic recession, the number of international arrivals 

in most North-East Asia countries has declined.  The international arrivals of Taiwan 

in 2008 were 3.84 million, an increase of 3.47% from 2007 to 2008. Although the 

number of international business travelers declined 5.3%, the number of leisure 

international travelers increased 7.69%. The Taiwan leisure tourism market is on the 

upswing (The Tourism Bureau of Taiwan, 2007). 

 

Accessible Tourism Market 

Goeldner and Ritchie (2006) indicate Americans with disabilities constitute a 

great potential market for travel if accessible accommodations are adequate. As people 

continue to live longer and face age-related changes, the tourism target market needs 

to change along with the aging population. Travel is often a part of a therapeutic 

approach as a rehabilitative or treatment modality for those with age-related physical 

changes. Travel can help people improve their health, lifestyle development, and 

attitudes. Travel also provides opportunities to experience new environments. People 

with disabilities can increase their quality of life through barrier-free travel (Illum & 

Thompson, 1990). 
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Burnett (1996) said that marketers do not view people with disabilities as a 

value-generating marketing segment worthy of their attention. The cost of constructing 

an accessible hotel is not prohibitive and providing an accessible environment could 

be considered advantageous to both travelers and hotels (Tantawy, Kim, & Pyo, 

2004). Some lodging companies assessed the viability of this market and addressed 

their findings. For instance, since 1991, Hilton Hotels invested more than $25 million 

to renovate their facilities making them more handicaps accessible (Whitford, 1998).    

However, meeting the requirements of the Americans with Disabilities Act 

(ADA) is not enough (Ohlin, 1993; Pilling, 1998). The industry should go further than 

ADA requirements and truly make accessibility available to all travelers. Moreover, 

lodging and restaurant facilities should work on training their staff to better understand 

this market (Feiertag, 1997). An important factor in serving disabled consumers is the 

employees‟ attitude. Inclusion is the key to accommodating guests with disabilities. 

Hiring people with disabilities is the most efficient and effective way to remove the 

barriers between healthy employees/customers and disabled employees/customers 

(Whitford, 1998).  

 

Disability Rights Laws 

Disability Rights Laws in the United States 

The Americans with Disabilities Act (ADA) of 1990 is the first comprehensive 

civil rights law for people with disabilities in the United States (U.S.). It was signed 

into law on July 26, 1990, by President George H.W. Bush. According to the U.S. 
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Department of Justice (2005), the ADA prohibits discrimination against people with 

disabilities in employment (Title I), state and local government activities (Title II Part 

A), public transportation (Title II Part B), public accommodations (Title III) and 

telecommunications (Title IV). The ADA defines an individual with a disability as "a 

person who has a physical or mental impairment that substantially limits one or more 

major life activities, a person who has a history or record of such an impairment, or a 

person who is perceived by others as having such an impairment” (the U.S. 

Department of Justice, 2005, p.1). However, the ADA does not specifically label all 

impairments. The ADA provides a clear and comprehensive national mandate for 

eliminating discrimination against people with disabilities. The ADA ensures that the 

U.S. Federal Government plays a central role in enforcing the standards established to 

benefit people with disabilities.  

Title I of the ADA centers on the equal employment opportunities for people with 

disabilities. It aims to prohibit discrimination in recruiting, interviewing, hiring, 

training, paying, promoting and all the other social activities during employment.  

Title II addresses public services and transportation in America. There are two 

sections of Title II. The first section, Section A, covers all state and local government 

activities, regardless of the size of the governmental entity. State and local 

governments must provide equal opportunities to disabled people for all the public 

programs, activities and services. Under Part A, state and local governments are 

required to follow specific architectural standards in new building constructions. 
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Programs offered in older buildings must be relocated to areas that allow accessibility 

and are required to make reasonable modifications to avoid discrimination.   

Section B of Title II specifies public transportation services, such as city buses 

and public rail transit. Service providers must comply with ADA requirements for 

making good faith efforts to purchase equipment and provide service for disabled 

people who are not able to use regular transit system independently.  

Title III addresses equal opportunity and reasonable modifications of public 

accommodations. It covers both profit and nonprofit service providers. The term 

public accommodations under Title III are defined as “private entities who own, lease, 

lease to, or operate facilities such as restaurants, retail stores, hotels, movie theaters, 

private schools, convention centers, doctor‟s offices, homeless shelters, transportation 

depots, zoos, funeral homes, day care centers, and recreation facilities including sports 

stadiums and fitness clubs” (Department of Justice, 2005, p5). These public 

accommodations must comply with the nondiscrimination requirements for their 

service and facilities. The ADA also requires that all buildings modified or altered 

after January 26
th

, 1992, must fully comply with the Americans with Disabilities Act 

Accessibility Guidelines. If accessibility barriers cannot be removed, alternative steps 

must be taken to ensure accessibility for people with disabilities. Costs associated with 

modifications cannot be imposed on customers to recover expenses incurred by 

business.  Once a Title III violation is filed with the Department of Justice, the Justice 

Department may file a lawsuit against the reported violators.  
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Title IV focuses on telephone and television accesses for people with disabilities, 

especially for people with hearing and/or speech impairments. All telecommunications 

companies in the U.S. have taken steps to ensure functionally equivalent services for 

consumers with disabilities, including customers who are deaf or hard of hearing, and 

those with speech impairments.  

Based on the ADA, the U.S. Department of Justice published “Five Steps to 

Make New Lodging Facilities Comply with the ADA” on its website to help lodging 

owners, franchisors, architects and building contractors better understand and meet the 

requirements of the ADA. The five steps are as follows: 

Step 1: obtain copies of ADA requirements and give them to your architect and 

building contractor. 

 Under Title III, all newly lodging facilities must comply with ADA standards 

and ensure all facilities can be used by disabled people. Obtaining a copy of ADA 

standards and other related regulations that explain the accessible requirements can 

help prevent design and construction mistakes. Owners and franchisors should make 

sure all parties that participate in the design and construction process understand ADA 

standards since preventing ADA mistakes is more cost effective than correcting them 

after construction is completed.  

Step 2: tell your architect and building contractor that you expect your new facility to 

comply with the ADA. 

 The owners and franchisors should inform architects, interior designers, 

building contractors and construction staff that they expect full ADA compliance. 
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Moreover, the Department of Justice suggests that the owners and franchisors should 

include terms in the contracts that require the architects and building contractors to 

repair or pay renovation costs of all ADA non-compliance issues discovered during 

and after construction. 

Step 3: make sure the building plans do not contain common ADA mistakes. 

 A careful review of construction documents can prevent most ADA mistakes.  

Many lodging facility construction mistakes can be traced back to the original building 

plans. In order to avoid ADA mistakes, the owners or franchisors can get help from 

ADA experts to review the building plans before beginning construction. On the other 

hand, the owners or franchisors can check the most common ADA mistakes based on 

“Common ADA Problems at Newly Constructed Lodging Facilities”, published by the 

Department of Justice. 

Step 4: make sure that the facility is being built according to ADA requirements as 

shown in the building plans. 

 Although most ADA mistakes occur in the building design, some occur during 

the construction process. If all parties participate in the design and construction 

process, and monitor the construction progress, many, if not all, ADA mistakes may 

be avoided. 

Step 5: inspect the facility at the completion of construction to identify ADA mistakes 

and have them repaired. 

 Owners and franchisors should inspect new lodging facilities after construction 

and ensure they comply with ADA requirements. The Justice Department conducts 
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many on-site inspections and compliance reviews of newly constructed lodging 

facilities. Moreover, the Department of Justice takes whatever legal action is necessary 

to enforce ADA compliance when problems are identified. 

The Justice Department has also published “ADA Checklist for Newly 

Constructed Lodging Facilities” to help hotel owners and franchisors in identifying 

ADA mistakes. The checklist is developed in a simple yes/no format in non-technical 

terms. There are 11 sections in the checklist: Parking and Loading Zone; Exterior 

Routes; Building Entrances & Lobby; Interior Routes; Public/Common Use 

Restrooms; Interior Signs; Fire Alarm System; Food Service Areas; General 

Guestroom & Suite Issues; Accessible Guestrooms and Suites; and Operating Issues. 

This checklist was developed by the Justice Department after common problems were 

identified during inspections of lodging facilities. The purpose of this checklist is to 

help lodging facility owners or franchisors identify ADA mistakes that commonly 

occur at lodging facilities. It is important to comply with all of the requirements in the 

ADA Standards of Lodging Facilities because construction errors as small as an inch 

may cause serious safety hazards or result in the inaccessibility of people with 

disabilities. 

 

Disability Rights Laws in Taiwan 

The Primary Protection Act of People with Disabilities in the Republic of China 

(Taiwan) is the Physically and Mentally Disabled Citizens Protection Act (PMDCPA). 

It was first promulgated in 1980 by President Ching-kuo Chiang. After the first 
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publishing, the government amended the Physically and Mentally Disabled Citizens 

Protection Act eight times from 1980 to 2004.  The act is dedicated to providing better 

protection and equal opportunities for disabled citizens. According to the Taiwan 

Ministry of Justice, the act “is enacted to protect the legal rights, interests, and 

livelihood of the disabled, secure their opportunity to participate in the social life, 

consolidate the governmental and private resources, and plan and implement all 

measures of assistance and welfare” (the Taiwan Ministry of Justice, 2009, p. 1). The 

PMDCPA of 2004 contains eight chapters and 75 articles. The eight chapters are as 

follows: 

1. General Principles 

2. Medical Treatment and Rehabilitation 

3. Rights and Interests of Education 

4. Promotion of Employment 

5. Welfare Services  

6. Welfare Institutions 

7. Penal Provisions 

8. Supplementary Provisions 

Article 3 of the PMDCPA defines people with disabilities as “the people whose 

functions of participating in the society and engaging in the production activities are 

restricted or cannot be brought into full play due to physical or mental factors and 

who, after the process of assessment, are regarded as suffering one of the following 

malfunctions which are in conformity with the grades regulated by the central 
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competent authorities in charge of health and have received the disability manuals” 

(Taiwan Ministry of Justice, 2009, p. 1). This article also classifies disabilities into 16 

categories, as follows: 

1. Vision disability 

2. Hearing disability 

3. Balance disability 

4. Voice or speech disability 

5. Limb disabilities 

6. Mental disability 

7. Lost of function of a primary organ 

8. Suffering facial damage 

9. Chronic unconsciousness  

10. Senile dementia 

11. Autism 

12. Chronic psychosis 

13. Multi-disability 

14. Stubborn (difficult-to-cure) epilepsy 

15. Physical or mental disability caused by infrequent disease and confirmed by the 

central competent authority in charge of health 

16. Other disabilities confirmed by the central competent authority in charge of health 

The purpose of the PMDCPA is to provide a nondiscriminatory environment for 

all disabled citizens. Article 4 of the PMDCPA describes that “the disabled shall not 
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be deprived of the opportunities to receive education, take exam, get employment, or 

be treated unfairly only because of their disability” (Taiwan Ministry of Justice, 2009, 

p. 1).  

Chapter 5 of the PMDCPA focus on welfare services and describes basic 

requirements of accessible accommodations in the public and private sectors. For 

example, Article 48 indicates that two percent of all public parking lots must to be 

reserved for people with disabilities.  Article 50 prescribes that people with disabilities 

and their guardians, or a companion who aids them, have the right to use domestic 

public and private transportation; also these service providers should offer a half price 

discount to disabled patrons as a courtesy.  Article 52 indicates that all public scenery 

areas, such as public parks, entertainment places and cultural or educational areas 

should provide free entrance fees for disabled people and their guardians or a 

companion who aids them.  Private businesses shall charge half price entrance fees to 

the disabled individuals as well as their traveling companion. Newly constructed or 

manufactured public buildings and public transports must include accessible facilities 

and equipment for people with disabilities, and is addressed in Article 56. Chapter 7 

addresses the penalty of each violation. The government will play a central role in 

enforcing the regulations which are established for the benefit of people with 

disabilities. Moreover, the local government has to present their implementation 

efforts to the PMDCPA each year. 
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Foundations of Tourist Motivations 

People have traveled throughout history. The modern era of travel started 

around 3000 years ago, when traders and other businesspeople discovered new goods 

and brought them back to sell in their hometown (Lattin, 1993). With advancements in 

the hospitality industry, travel has become a common activity in the lives of many 

people. The desire to travel can be categorized into internal and external motivations 

(Chon, 1989; Lattin, 1993). Internal motivations are referred to as “push” factors and 

external motivations are referred to as “pull” factors (Lattin, 1993). These two factors 

usually work together; internal factors push people to travel, while external factors 

pull people to specific destinations (Chon & Sparrowe, 2000). 

The pull factors are what make a destination attractive to travelers, such as 

culture, history, facilities or amusements. Lattin (1993) said these attractions have the 

potential to attract people to travel to specific area when desires to travel have been 

created.  

On the other hand, Cook, Yale, and Marqua (2002) used Maslow‟s Hierarchy 

of Needs and Pearce‟s Leisure Ladder Model to explain the internal motivations of 

traveling. When people are hungry, they need something to eat, and when travelers are 

tired, they need a place to rest. However, to experience leisure travel, people need 

more than satisfaction with physiological and safety needs. Maslow (1943) claimed 

there are five different levels of human needs. Those needs begin with physiological 

needs and progress to address safety, belonging, esteem, and finally self-actualization 

needs. Maslow classified these fives needs into lower-order needs (physiological and 
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safety needs) and higher-order needs (belongingness, esteem, and self-actualization 

needs). Maslow believed that this hierarchy of needs was shared by all people and 

claimed individuals progressed upwards to the next higher level of needs only when 

the current level of needs was met (Cook, Yale, & Marqua, 2002).  

Many tourism researchers used Maslow‟s Hierarchy of Needs theory to assess 

tourist motivation (Chon & Sparrowe, 2000). Maslow‟s theory provides a foundation 

for tourist motivations; however, travelers may be looking to fulfill more than one 

need when they travel (Cook, Yale, & Marqua, 2002). Today, most hospitality 

businesses fulfill customers‟ lower-order needs, although some hospitality businesses 

provide customers opportunities to meet their higher-order needs.  For many people, 

traveling to a foreign country or historic destination may meet self-actualization needs. 

Hospitality businesses can also fulfill customers‟ belonging and esteem by treating 

them with respect and dignity (Reynolds, 2004). Chon and Sparrowe (2000) used 

Maslow‟s Hierarchy of Needs to explain how travelers choose their destination, as 

shown in Figure 2.  
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Figure 2. Traveler Motivations and Possible Destination Choices. 

Adapted from Chon, K. & Sparrowe R. T. (2000). Welcome to 

Hospitality an Introduction (2
nd

 ed.). Albany, NY: Thomson Learning, 

p. 85. 

 

People who travel for physiological needs may seek rest and relaxation. On the 

other hand, people who travel to historic or religion destinations may fulfill their needs 

of social belonging and esteem. Travel around the world may help people increase 

their self-esteem, resulting in the fulfillment of self-actualization. 

Another important theory regarding internal motivation is Pearce‟s Leisure 

Ladder Model, as shown in Figure 3. Pearce (1991) developed the Leisure Ladder 

Model to provide more detailed insights of tourist behaviors.  
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 Figure 3. The Leisure Ladder Model. Adapted from Cook, R. A., Yale, 

L. J., & Marqua, J. J. (2002). Tourism: The Business of Travel (2nd 

ed.). Upper Saddle River: Prentice Hall, p. 38 

 

This model was built on Maslow‟s Hierarchy of Needs but further explains 

individual behaviors (Cook, Yale, & Marqua, 2002).  In the Leisure Ladder Model, 

tourists must first address Pearce‟s relaxation and bodily needs level, then stimulation 

level, and only afterwards, moving upward to relationship, self-esteem and 

development levels.  Finally, fulfillment may be achieved on the leisure ladder (Pearce 

& Butler, 1993). Moreover, based on the Leisure Ladder Model, only higher-level 

motivations can be obtained after lower-level needs are satisfied (Cook, Yale, & 

Marqua, 2002). 

Pearce‟s Fundamentals of Tourist Motivation (1992) expands upon his Leisure 

Ladder Model through the Travel-needs Model. Pearce enlarges and extends the range 
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Maslow‟s Hierarchy of Needs at each level in both of his models. The core concept of 

the travel-needs model is that each person has a career in his or her travel behavior, 

similar to working career. The career reflects a hierarchy of their travel motives. 

People may start at different levels and change their levels anytime.  The difference 

between Pearce‟s Travel-needs Model and his Leisure Ladder Model, and Maslow‟s 

Hierarchy of Needs, is that the travel-needs model placed less emphasis on the strict 

hierarchy of needs. This model highlights that people may have multiple motivations 

for traveling; one needs category may be more important than another (Goeldner & 

Ritchie, 2006). 

People need travel and leisure to relieve stress, and live a more fulfilling life; 

so do people with disabilities. The number of leisure travelers has increased 

worldwide. In 2007, over half of all 458 million (51%) international tourist arrivals 

were motivated by leisure, recreation, and holidays (WTO, 2008). At the same time, 

there are millions of people worldwide with disabilities, including seniors, who also 

like to travel. 

 

Customer Needs, Satisfaction, and Loyalty 

Customer satisfaction is the positive feeling of customers toward a business 

(Reynolds, 2004). Chon and Sparrowe (2000) claim customer satisfaction comes from 

the fulfillment of wants and needs of a customer. The authors also claim 10 principles 

to achieve customer satisfaction in the hospitality industry. The 10 principles are 

recognizing the guest; making a positive first impression; fulfilling customer‟s 

expectations; providing a trouble-free environment; facilitating customer decision 

making; reducing waiting time; creating good memories; receiving value for money 
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spent; and reducing embellishment of bad service received.  Overall, the core idea of 

these 10 principles is keeping customers happy by making everything easy for them.  

Reynolds (2004) said when the quality of service fulfilled the customers‟ 

expectations, only then can customer satisfaction be achieved; quality service means 

that the service meets or exceeds customers‟ expectations. Zeithaml and Bitner (2003) 

used the SERVQUAL Model, Figure 4, to illustrate five potential gaps between 

service providers and their customers.  

 

 

 

Figure 4. The SERVQUAL model. Shoemaker, S., Lewis, R. C., & 

Yesawich, P. C. (2007).  Marketing Leadership in Hospitality and 

Tourism : Strategies and Tactics for Competitive Advantage (4th ed.). 

Upper Saddle River, NJ. :  Prentice Hall, p. 53. 
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The first gap identified is the difference between the level of service provided 

by the business and the customers‟ anticipation of service.  The second gap occurs 

when service providers unsuccessfully design service procedures to satisfy customers‟ 

expectations. The third gap comes from service delivery, particularly when the 

employees cannot implement managers‟ service plan. The fourth gap is between 

service delivered and service promised. Sometimes service providers present an image 

that exceeds what they are able to provide. The last gap is when the perceive service is 

different from the actual service. Customers have some conceptions before they visit 

the hospitality business. In order to satisfy customers, the service providers should 

make sure the actual service meets or exceeds the customers‟ perception of service.    

Each of these gaps can ruin the efforts of service providers and destroy 

customer satisfaction. The key to filling these gaps is providing consistent quality 

service (Reynolds, 2004).By meeting or exceeding their customers‟ needs, businesses 

will be able to achieve customer satisfaction. Customer satisfaction reinforces the 

positive attitude and attachments of customers toward the service provider (Zeithaml 

& Bitner, 2003). Research showed customer satisfaction has a positive relationship 

with customer loyalty, and customer loyalty is positively related to revenue (Bowen & 

Chen, 2001; Reichheld & Sasser, 1990; Hallowell, 1996).  However, customer 

satisfaction is not the same as customer loyalty. Customer satisfaction is a necessary 

component of customer loyalty but not a sufficient condition for creating loyal 

customers (Bowen & Chen, 2001; Shoemarker & Lewis, 1999). Rob Smith (1988), 

president of the loyalty marketing firm Focal Point Market, said loyalty can be defined 
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as a strong belief from the customers; customers believe a specific service provider 

can meet their needs better than any other competitors. Moreover, these customers are 

willing to refer this service provider to others (cited in Shoemarker & Lewis, 1999). 

Bowen and Shoemarker (1998) claim loyal is the probability of a customer‟s repeat 

purchases and willingness to behave as a partner in a specific business. Loyal 

customer can be defined as a customer who repeatedly purchases a product or service 

from the same service provider and maintains a positive attitude toward the service 

provider (Kandampully & Suhartanto, 2000).    

Shoemaker, Lewis, and Yesawich (2000) used the customer loyalty ladder, as 

shown in Figure 5, to explain the relationship between customer needs, satisfaction, 

and loyalty. The customer loyalty ladder started with customer awareness, and ended 

in word of mouth and brand advocate. Service providers strive to move customers 

from prospecting status to brand advocates. During the process of creating brand 

advocates, service providers must first recognize customers and their expectations. 

Service providers should provide positive images and complete information to the 

potential customers; moreover, operators have to remove or minimize barriers before 

initial purchases. After customers make purchases, service providers should strive to 

meet or exceed customers‟ expectations. Only satisfied customers can become loyal 

customers, repeating purchases, making recommendations to others and become brand 

advocates. On the other hand, dissatisfied customers will complain or switch brands. 

Based on the customer loyalty ladder, service providers could convert dissatisfied 

customers back to satisfied clients by handling their complaints well.  If the customer 
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feels their complaint is not handled well, unsatisfied customers may choose different 

brands.  

 

 

Figure 5. The Customer Loyalty Ladder. Shoemaker, S., Lewis, R. C., 

& Yesawich, P. C. (2007).  Marketing Leadership in Hospitality and 

Tourism : Strategies and Tactics for Competitive Advantage (4th ed.). 

Upper Saddle River, N.J. :  Prentice Hall, p. 97. 

 

Reichheld and Sasser(1990) claim that a company could increase its profitability 

from 25 to 125 percent by retaining five percent of its customers. This is one of the 

major reasons that hospitality marketers and operators seek information on customer 

relationship management techniques (Bowen & Chen, 2001). Today, customer loyalty 

has become a critical assessment to evaluate the successes of a hotel (Kandampully & 
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Suhartanto, 2003). Shoemarker (1998) indicates that loyal hotel customers spend more 

money on food and beverage products than non-loyal customers. Also, Bowen and 

Chen (2001) indicate that loyal customers can help hospitality companies increase 

their profitability and reduce operational costs. Loyal customers not only increase the 

revenue of hospitality companies, but also serve a fantastic marketing role by their 

recommendations and word-of-mouth advertising. 

 

Measuring Customer Loyalty 

Customer Loyalty research starts with low price retail products (Pritchard & 

Howard, 1997). Day (1969) claims “consistent buying is not the only component of 

brand loyalty. He said, “loyalty is based on a rational decision made after an 

evaluation of the benefits of competing brands” (Day, 1969, p.35). Based on Day‟s 

research, Pritchard and Howard (1997) use attitude and behavior as a two-dimensional 

concept to evaluate customer loyalty. These two dimensions divide customer loyalty 

into four distinct types: True Loyalty, Spurious Loyalty, Latent Loyalty, and Low 

Loyalty. 

 “True Loyalty” represents a higher level of attitudinal loyalty score and a 

higher level on behavioral loyalty score. This type of customers has high levels of 

attachments and always purchases products from the same company. Day (1969) 

claimed that the “truly loyal” customers are devoted to purchasing a minimum of 50 

percent of specific brands, and they also have a positive attitude toward the brands.  

Customers that are “Spurious Loyalty” have a high behavioral loyalty score but a 
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lower attitudinal loyalty score. They usually purchase products from a specific 

company, but they do not have a strong level of attachment of this company. The third 

loyalty type, with high attitudinal loyalty score and low behavioral loyalty score, is 

called “Latent Loyalty”. This kind of customer has a positive image of a service 

provider but rarely purchases from the provider. Jacoby (1971) states multiple service 

alternatives may be caused by price, convenience or location. Even customers with 

high levels of attachments with the company may not make repeat purchases because 

of the patronage barriers. The final level is called “Low Loyalty”, and customers with 

low loyalty represent low level of attitudinal and behavioral loyalties. They do not like 

the service provider and present low behavioral usage (Jarvis & Mayo, 1986). 
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CHAPTER III 

METHODOLOGY 

 

The two purposes of this study are (1) to illustrate the needs and satisfaction of 

disabled travelers when they stay in a hotel and (2) the mediating effect of customer 

satisfaction and customer loyalty of travelers with disabilities.  

This chapter is divided into five sections representing the methodology to be used 

in this study. The first section describes the pilot study, the second section describes 

the questionnaire development procedure, and the third section describes the 

population and sample.  Section four outlines the data collection processes, and the 

last section discusses the statistical methods which were used in this study.  

 

Pilot Study 

A pilot study was conducted to determine whether the questionnaire can be 

clearly understood, as well as the effectiveness of the questionnaire in identifying the 

needs and satisfaction of travelers with disabilities. The questionnaire was reviewed 

by the Texas Tech University Institution Review Board (IRB), dissertation committee 

members, and a accessible tourism expert, Mr. Hsu, the director of Sunable 

Association.  Mr. Hsu is familiar with accessibility requirements and is one of the 

most famous disabled travelers in Taiwan. The Sunable Association was formed by 

people with disabilities and focuses on providing travel information for disabled 
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people in Taiwan. Currently, there are more than 6,000 members in this association 

and their website is accessed almost 500,000 times each month.   

The pilot study questionnaire was developed based on three previous studies: 

Analysis of Hotel/Motel Usage By and Needs of Travelers with Disabilities (AH&LA, 

2001), The Non-obstacle Environment Research of Travel Demand in Taipei (Lin, 

2003), and Accessible Tourism in Taiwan: Attitudes and Perceptions of Lodging 

Personnel and People with Mobility Disabilities (Chan, Lauderdale, & Goh, 2007). 

The researcher combined the research questions of these three studies and grouped the 

57 questions into four categories: accessibility of public facilities, accessibility of 

accessible rooms, accessible accommodations, and discounts for disabled customers 

and their companies. The researcher also invited Mr. Hsu, the accessible tourism 

expert, to review the questionnaire and provide feedback. After revising the 

questionnaire based on expert‟s suggestions, the questionnaire was sent to the Texas 

Tech University IRB for approval. After approval, the questionnaire was translated 

into Chinese by the researcher. 

In order to compare any differences between the Chinese and English version 

questionnaire, a graduate hospitality student proficient in both English and Chinese 

translated the Chinese questionnaire back into English.  After the translations, the 

committee chairperson evaluated the content of both versions of the questionnaire. 

After the committee chairperson approved the questionnaire, it was delivered to the 

pilot study sample.   
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There were two parts to the questionnaire. The first part of questionnaire was 

developed to probe the needs and satisfaction of disabled travelers while staying in a 

hotel in Taiwan. The questions were based on a five-point Likert-type scale, anchored 

from “strongly agree” to “strongly disagree.” The second part of the questionnaire 

requested demographic information from the participants, including their gender, 

economic status, travel patterns, disability type and level of disability. 

 Data were collected during February and March, 2010. Paper-pencil surveys 

were sent to several social welfare foundations that focus on providing service to 

people with disabilities in Taiwan.  A brief introduction was included to encourage 

them to participate in this research project, as well as a self-addressed stamped 

envelope. A total of 62 completed questionnaires were collected for the pilot study. 

 

The Research Instrument 

Based on the results of the pilot study, a revised questionnaire was developed to 

test the needs, satisfaction levels, purchasing behaviors and attitudes of travelers with 

disabilities regarding their experiences as hotel guests. The researcher used factor 

analysis and pilot data in order to minimize low correlation of questions in each 

category. Based on the factor analysis, 15 items were deleted from the pilot 

questionnaire, and a total of 42 question items were kept from the original survey.  

The fist 17 question were focused on the accessibility of public facility and the 

following 11 questions (question 18 to question 28) were centre on the accessibility of 

accessible rooms. Question 29 to question 39 were developed to probe the needs and 
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satisfaction level of travelers with disabilities on hotel accessible accommodations. 

The last four questions were designed to analyze the needs and satisfaction level of 

disabled travelers regarding discounts. 

The questionnaire was designed to assess the needs and the satisfaction levels of 

disabled travelers along with certain demographic characteristics: gender, disability 

level and type, economic status and travel patterns. Moreover, the questionnaire was 

designed to test the relationship between customer satisfaction and customer loyalty. 

There were three parts in this questionnaire. The first part of the questionnaire 

surveyed the disabled travelers‟ needs and their satisfaction level regarding current 

hotel accommodations. These questions were rated in a seven-point Likert-type scale, 

anchored from “strongly agree” (7) to “strongly disagree” (1). The participants were 

asked to indicate both the importance and the satisfaction of each question. 

The second part of the questionnaire surveyed the relationship between disabled 

travelers‟ satisfaction and loyalty. Based on the literature review, the researcher used 

purchasing behaviors and attitudes to assess customer loyalty. In order to evaluate the 

effectiveness of complaint resolution to convert dissatisfied customers to loyal 

customers, the researcher used three satisfaction levels: satisfied, not satisfied, and not 

satisfied with how the situation was handled to assess the relationship between 

customer satisfaction and loyalty.  All of the questions were based on a seven-point 

Likert-type scale, and responses to these items were assessed as 7(strongly agree) to 

1(strongly disagree). Questions in the third section were intended to gather 
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demographic information from the participants, including gender, economic status, 

disability type, disability levels and travel patterns. 

The questionnaire posted on my3q.com, a Chinese private web-based survey 

company. The responses of participants were anonymous and cannot be associated 

with them personally in any way. Only the researchers could see and download the 

data from the website.  

 

 

Population and Sample 

The population of this study was any Taiwanese with a reported disability who 

has traveled more than once and stayed in a hotel for at least one night within last 

year. Additionally, the respondents must have a disability certification provided by the 

Ministry of the Interior of Taiwan. The participants were recruited from the Sunable 

Association members, members‟ disabled friends and browsers of the Sunable 

Association‟s website. The researcher also informed the participants that they could 

only be surveyed once.  This study only focused on people with physical, hearing, and 

speaking impairments.  No mentally handicapped participants were surveyed. 

 

Data Collection Processes 

This study used a convenience sampling strategy and snowballing technique to 

solicit people with disabilities via email to join a web-based survey. The questionnaire 

was posted on my3q.com (www.my3q.com), a private web-based survey company. 

The researcher applied as a “Premium User”, which restricted all public access of the 

http://www.my3q.com/


Texas Tech University, Ho-Kai Chan, August 2010 

 

44 

 

results from this survey. Only the researcher could download the data from the 

website. No question items were related to participants‟ personal information, and the 

Internet Protocol addresses of the participants were separated from the data. The 

responses of participants remained anonymous.  

The link of this web-based survey was distributed by the Sunable Association. 

The director of the Sunable Association emailed the survey link to its members along 

with a brief introduction describing the purpose and possible future contributions to 

accessible tourism in Taiwan that may result from this research. Data collection was 

conducted over a six-week period during February 13, 2010, to March 20, 2010. Since 

the number of participants declined in the last week, the researcher closed the web-

based survey on March 20,
 
2010. A total 176 surveys were collected.  

 

Method of Analysis 

Babbie (1998) indicated survey research is the best method in collecting 

original data for a population rather than observation. Moreover, surveys are 

considered as one of the most commonly used methods in the social science to test 

theories of people‟s behaviors (Groves, Fowler, Couper, Lepkowski, Singer, & 

Tourangean, 2004). Since this study is beyond the social science and intends to assess 

peoples‟ loyalty behaviors, the researcher employed survey research as the 

methodology.   

In the pilot study, the researcher used Cronbach‟s Coefficient Alpha (1951) to 

test the internal consistency reliability and validity of each category. In additional, the 
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researcher applied factor analysis to eliminate questions with low relevance and 

determine the underlying structures of need and satisfaction levels.  A total 15 items 

were dropped from the pilot questionnaire. The drop value was set at 0.4. Any 

question with a relevance value lower than 0.40 within group was excluded from the 

survey of this study.  

  This study used web-based survey techniques to assess the needs, satisfaction, 

and loyalty of travelers with disabilities. Mertler and Earley (2002) indicate that the 

results of web-based and paper-pencil format survey were quite comparable. The 

researcher also compared the mean difference between pilot data and survey data of 

each question.  

One of the advantages of web-based survey is minimizing coding error. The 

web-based survey has the ability to minimize coding bias (Grove et al., 20004). The 

data of this study was directly downloaded from the my3q.com. Respondents were 

required to answer all questions before the survey could be submitted.  Uncompleted 

questionnaires were excluded from the data analysis.  

Statistical Package for the Social Sciences (2004) was employed to detect 

significant differences between variables, and mean values were presented with 

median and mode number.    

Descriptive statistics were performed to analyze the respondents‟ demographic 

information. The responses were analyzed by three statistic methods:  analysis of 

variance (ANOVA) test, Pearson correlation test, and multiple regression.  

http://www.eric.ed.gov/ERICWebPortal/Home.portal?_nfpb=true&_pageLabel=ERICSearchResult&_urlType=action&newSearch=true&ERICExtSearch_SearchType_0=au&ERICExtSearch_SearchValue_0=%22Earley+Mark+A.%22
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The needs and satisfaction of travelers with disabilities were analyzed by 

ANOVA based on the participants‟ demographic information: income level, travel 

experience, disability levels and disability types. A significant level of 0.05 was used 

to determine statistical significance through this study.  

ANOVA test and Pearson correlation test were used to illustrate the 

relationship between customer satisfaction (satisfied, not satisfied and not satisfied 

with how the situation was resolved) and customer loyalty (repeat purchases and 

attitude). Finally, multiple regression was conducted to determine a customer loyalty 

formula for disabled travelers. The stepwise approach was used in this study. 

“Predictor variables were entered one at a time but can be deleted if they did not 

contribute significantly to the regression when considered in combination with newly 

entered predictors” (Hinkle, Wiersma, Jurs, 2003, p.486). Both the raw score 

regression equation and regression equation in standard score form were presented in 

this study. 
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CHAPTER IV 

RESULTS 

 

The results of the data analysis are reported in this chapter. The purpose of this 

study was to survey the needs and satisfaction level of travelers with disabilities and 

analyze the relationship between customer satisfaction and customer loyalty. A 

questionnaire addressing the research objectives was developed and administered in 

Taiwan. 

This chapter is divided into five sections. The first section provided a 

description of the survey participants, the second section presented the reliability and 

dimensionality of involvement scales, and the third section depicted the descriptive 

statistics of this study.  Section four described the analyses of hypotheses, and the last 

section presented the results of multiple linear regression. 

 

Demographic Profiles 

  The participants for this study were people with a disability who had stayed in 

a Taiwanese hotel for at least one night in 2009 (January 1 to December 31). 

Questionnaires were collected during February 13
 
to March 20, 2010.  A total of 176 

online questionnaires were completed and collected during this six weeks period.  

 The demographic variables of this study were gender, disability level, income 

level, disability type, traveling frequency and reasons for travel. Within the 176 

respondents, 107 participants (60.8%) were male and 69 participants (39.2%) were 
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female. More than half of the respondents (52.3%) reported with a severe disability. 

The majority of respondents reported a disability with limbs disability (73.3%), 

followed by facial damage (13.1%), lost of function of a primary organ (8.0%), and 

multi-disability (5.7%). More than 80% of the participants reported a middle income 

level and only 4.5% of them were in a low income level.  

All of participants had experience as a hotel guest and almost half of them 

(45.5%) had stayed in a hotel more than four times last year. The major travel reason 

was leisure (72.2%), followed by visits to friends or relatives (12.5%), business 

(8.5%), other (4.5%) and medical care (2.3%). They usually traveled with their family 

member (41.5%) or non-disabled friend (31.2%). In addition, more than 99% of 

respondents traveled with a companion. Over half of the respondents were 

accompanied by one person (54.5%) or two people (28.4%). The frequency and 

percentage of participants‟ demographic characteristics were summarized in Table 1-1 

and travel patterns were presented in Table 1-2.  
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Table 1-1. Demographic Characteristic of Participants 

Characteristic Frequency Percentage (%) 

   

Gender   

    Female 69 39.2 

    Male 107 60.8 

    Total 176    100 

 
  

Disabled Level   

    Slight   22 12.5 

    Moderate   62 35.2 

    Sever   92 52.3 

    Total 176    100 

   

Disabled Type   

    Limb Disabilities 129 78.3 

    Lost Functions of a Primary Organ   14 8.0 

    Facial Damage   23 13.1 

    Multi-Disability   10 5.7 

    Total 176    100 

   

Income Level   

    Low Income     8 4.5 

    Mid-Low Income     6 3.4 

    Mid Income 144 81.8 

    High-Mid Income   18 10.2 

    Total 176    100 
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Table 1-2. Travel Patterns of Participants 

Characteristic Frequency Percentage (%) 

 

Times as a Hotel Guest Last Year 

  

    1 time   18 10.2 

    2 times   41 23.3 

    3 times   27 15.3 

    4 times   10 5.7 

    More 4 times   80 45.5 

    Total 176 100 

   

Reason for Travel   

    Leisure 127 72.2 

    Business   15 8.5 

   Visits to Friends or Relatives   22 12.5 

    Medical Care     4 2.3 

    Other     8 4.5 

    Total 176    100 

   

Travel with    

    Family Members   73 41.5 

    Disabled Friends   48 27.3 

    Non-Disabled Friends   55 31.2 

    Volunteers     0 0 

    Other     0 0 

    Total 176    100 

   

Travel Companion(s)   

    0 (alone)     1 .6 

    1   96 54.5 

    2   50 28.4 

    3   12 6.8 

    More than 3   17 9.7 

    Total 176    100 
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A chi-square analysis was conducted to test deviations of observed frequencies 

from expected frequencies of travel reason and travel frequency in terms of income 

level, disability type, and disability level. The results showed there was a significant 

difference between participants‟ income level and travel frequency; participants‟ 

income level and travel reason; participants‟ disability level and travel frequency; 

participants‟ disability level and travel reason; participants‟ disability type and travel 

frequency; and participants‟ disability type and travel reason. The results were 

presented in Table 2. 

Table 2. Chi-Square Analysis 

Type N df 
Pearson Chi-Square 

Sig. 

 

Income * Travel Frequency 

 

176 

 

12 

 

.000 

Income * Travel Type 176 12 .000 

 

Disabled Level * Travel Frequency 

 

176 

 

8 

 

.000 

Disabled Level * Travel Type 176 8 .000 

 

Disabled Type * Travel Frequency 
176 12 .000 

Disabled Type * Travel Type 176 12 .000 

    

 

Reliability and Dimensionality of Involvement Scales 

 The researcher used four dimensions to evaluate the needs and satisfaction 

level of travelers with disabilities in this study. The four dimensions were the 

accessibility of public facilities (APF), the accessibility of accessible rooms (AAR), 

accessible accommodations, and discounts. Reliability analysis (Cronbach's alpha) 
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was conducted to determine how closely related a set of items are as a group. Each 

dimension of this study showed an excellent internal reliability (alpha value > .90). 

The scale of satisfaction and loyalty (alpha value = .81) also showed an acceptable 

alpha coefficient. The alpha value of each group was presented in Table 3. 

Table 3. Reliability Analysis 

Characteristic Number of Items Cronbach's Alpha  

   

The Needs of Disabled Traveler   

    Public Facilities 17 .934 

    Accessible Room Design 11 .931 

    Accessible Accommodations 10 .914 

    Discount 4 .944 

   

The Needs of Disabled Traveler   

    Public Facilities 17 .951 

    Accessible Room Design 11 .942 

    Accessible Accommodations 10 .947 

    Discount 4 .950 

   

The Satisfaction and Loyalty 6 .809 

   

 

Descriptive Statistics for Disabled Travelers‟ Needs, Satisfaction, and Loyalty 

Through the questionnaire, the researcher intended to determine the needs of 

disabled travelers as hotel guests, the satisfaction level of disabled travelers regarding 

current hotel accommodations, and the relationship between customer satisfaction and 

loyalty. Based on the literature review, the researcher used customer purchasing 

behaviors and recommendations as two dimensions to evaluate customer loyalty. Also, 

the researcher separated customer satisfaction into three situations: satisfied, not 

satisfied but customers‟ complaints were well-handled, and not satisfied.  
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Needs of Travelers with Disabilities 

Four criteria were used to access the needs of disabled travelers when they stay 

in a hotel, and the total needs score was the sum total of each question. The average 

total mean value was the total needs score divided by the number of questions (42).  

The average total mean value of disabled travelers‟ needs was 5.83 (SD=.78). The 

mean, mode, median, and standard deviation of each question in this section were 

presented in Table 4. 

The first criterion was APF. The average mean value of the needs of APF was 

6.12 (SD=.72). Within the 17 measurements, question 8, “provide an adjacent access 

aisle to allow persons who use wheelchairs, walkers or other mobility aids to transfer 

to and from their car/van,” showed the highest mean value, followed by the question 7, 

“extend the width of elevator door to at least 100 cm,” and question 3, “provide 

automatic door when revolving door is used at the main entrance.” In contrast, 

question 1, “provide signage in Braille and raised lettering on public facilities,” 

presented a lowest mean value (M=5.56, SD=1.22).  

The second dimension was the need of AAR. The average mean value of the 

needs of AAR was 5.69 (SD=.89). For all eleven questions, question 18, “provide 

extra space in which to move around in all accessible rooms” showed the highest 

mean value (M=6.15, SD=.99), followed by question 20, “install light controls 

reachable from the bed in all accessible rooms”. On the other hand, question 22, 

“install accessible tub in all accessible rooms,” presented the lowest mean value 

(M=5.26, SD=1.37). 
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The third measurement was the need of accessible accommodations. The 

average mean value of the needs of accessible accommodations was 5.72 (SD=.89). 

Within the 10 questions, question 34, “provide a sufficient number of accessible 

rooms or alternative information for disabled guests to reserve,” presented the highest 

mean value (M=6.43, SD=.82), followed by question 33, “provide a suitable dining 

place for disabled guests” (M=6.32, SD=.83). The question with lowest mean value 

was question 35, “prepare a bucket of ice for disabled guests” (M=4.65, SD=1.38). 

The last criterion was the need for discounts. The average mean value of the 

need for a discount was 5.27 (SD=1.33). Within all four questions, the mean values 

were similar, ranged from 5.13 to 5.46. However, the mode value of question 39, 

“provide discounts to disabled guests,” and question 40, “provide discounts to family 

members who accompanying disabled guests,” was 7, which was higher than the other 

two questions. 
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Table 4. Needs of Travelers with Disabilities  

Question  

Number 
Mean Median Mode Std. Deviation 

     
1 5.56 6 5 1.22 
2 6.38 7 7 .92 
3 6.46 7 7 .83 
4 6.28 7 7 1.04 
5 5.95 6 7 1.2 
6 5.80 6 7 1.14 
7 6.46 7 7 .90 
8 6.52 7 7 .66 
9 5.97 6 6 .89 
10 5.81 6 7 1.15 
11 6.22 7 7 1.12 
12 5.91 6 7 1.06 
13 5.89 6 7 1.12 
14 6.23 6 7 .87 
15 6.07 6 7 1.28 
16 6.29 7 7 .93 
17 6.23 7 7 1.18 
18 6.15 6 7 .99 
19 5.85 6 7 1.31 
20 6.06 6 7 1.6 
21 5.76 6 7 1.24 
22 5.26 5 7 1.37 
23 5.51 5 5 1.09 
24 5.84 6 7 1.11 
25 5.55 5.5 5 1.04 
26 5.65 6 5 1.13 
27 5.47 6 6 1.12 
28 5.55 6 7 1.17 
29 5.26 5 4 1.30 
30 5.73 6 7 1.21 
31 5.93 6 7 1.11 
32 5.85 6 7 1.04 
33 6.32 7 7 .83 
34 6.43 7 7 .82 
35 4.65 4 4 1.39 
36 6.20 7 7 .99 
37 5.60 5.5 7 1.43 
38 5.23 5 7 1.50 
39 5.46 6 7 1.33 
40 5.31 5 7 1.46 
41 5.13 5 4 1.45 
42 5.19 5 4 1.49 

 



Texas Tech University, Ho-Kai Chan, August 2010 

 

56 

 

 

Satisfaction Level of Disabled Travelers 

Four criteria, which were the same as the needs analysis, were used to access 

the satisfaction level of disabled travelers regarding to the current Taiwanese hotel 

accommodations. The overall mean value was 3.18 (SD=.96). The mean, mode, 

median, and standard deviation of each question in this section were presented in 

Table 5. 

The total satisfaction mean score of the accessibility of public facilities was 

3.33 (SD=.96). Three questions with a mean value below 3.00 were question 17, 

“remove unnecessary decorations in the public area,” question 11, “provide a 

sufficient number of parking spaces for disable guests,” and question 8, “provide an 

adjacent access aisle to allow persons who use wheelchairs, walkers or other mobility 

aids to transfer to and from their car/van.” Question 11 also showed the lowest mode 

value (1.00). 

The overall satisfaction mean value of the accessibility of accessible rooms 

was 3.24 (SD=.95). The average satisfaction score of each question was lower than 

4.00. Two mean values were lower than 3.00: question 19, “install an adjustable sink 

in the bathroom of all accessible rooms,” and question 21, “provide accessible shelf 

space in the bathroom of all accessible rooms.” 

The entire satisfaction mean score regarding accessible accommodations was 

3.01 (SD=1.10). A half of the questions mean value in this category was lower than 
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3.00. In addition, question 37, “provide free valet for disabled guests,” presented a 

lowest mode value (1.00). 

The total satisfaction mean score of the discounts was 2.83 (SD=1.33). Only 

question 41, “provide room service discounts for disabled guests” presented a mean 

score higher than 3.00 (M=3.01, SD=1.29). The mode value of question 39, “provide 

discounts to disabled guests,” and question 40, “provide discounts to family members 

who accompanying disabled guests,” were both 1.00. In this group, no question 

showed a mode value higher than 3.00. 
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Table 5. Satisfaction Level of Travelers with Disabilities  

Question  

Number 
Mean Median Mode 

Std.  

Deviation 

1 3.66 4 4 .87 
2 3.55 4 4 1.29 
3 3.70 4 4 1.46 
4 3.62 4 4 1.28 
5 3.32 3 4 1.06 
6 3.52 3 3 1.27 
7 3.58 3 3 1.18 
8 2.94 3 3 1.49 
9 3.62 3.5 3 1.22 
10 3.69 4 4 1.25 
11 2.72 2.5 1 1.55 
12 3.11 3 3 1.20 
13 3.10 3 3 1.16 
14 3.44 3 3 1.25 
15 3.09 3 3 1.29 
16 3.37 3 3 1.44 
17 2.64 2 2 1.25 
18 3.69 4 4 1.21 
19 2.82 3 3 1.43 
20 3.31 3 3 1.07 
21 2.76 3 3 1.31 
22 3.35 4 4 1.17 
23 3.27 3 3 1.16 
24 3.13 3 3 1.09 
25 3.32 3 4 1.16 
26 3.37 3 3 1.19 
27 3.53 3 3 1.22 
28 3.14 3 3 1.09 
29 3.06 3 3 1.24 
30 3.43 4 4 1.30 
31 3.11 3 4 1.34 
32 3.18 3 4 1.17 
33 2.97 3 3 1.43 
34 2.68 3 3 1.16 
35 3.41 4 4 1.22 
36 2.69 3 3 1.42 
37 2.81 3 1 1.66 
38 2.74 3 3 1.36 
39 2.83 3 1 1.58 
40 2.63 3 1 1.33 
41 3.01 3 3 1.29 
42 2.84 3 3 1.47 
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Satisfaction and Loyalty Analysis 

 Travelers with disabilities showed a very high mean and mode score on repeat 

visits and recommending a hotel that could satisfy their needs. They also presented a 

very high mean and mode score on not staying and recommending a hotel that could 

not satisfy their needs or handle their complaints. Furthermore, the mean and mode 

score were high for repeat visit and recommending a hotel that could not satisfy their 

needs but handled their complaints well. The mean, mode, median, and standard 

deviations of each question in this section were presented in Table 6. 

Table 6. Satisfaction and Loyalty Analysis  

Question Number Mean Median Mode 
Std. 

Deviation 

     

1 6.48 7 7 .93 

2 6.49 7 7 .96 

3 5.35 5 7 1.44 

4 5.19 5 5 1.45 

5 6.44 7 7 .96 

6 6.48 7 7 1.03 

     

 

Analyses of Hypotheses 

 A total 11 hypotheses were developed from three research questions and 

objectives of this study. The mean difference was significant at 0.05 for each 

hypothesis, and the Least Significant Difference (LSD) post hoc test was conducted in 

this study. 
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H1: Travelers with disabilities have different needs based on their disability 

level. 

 According to the results of ANOVA analysis, there was no significant 

difference between participants‟ disability level and the total needs score (F=2.13, 

p=0.12). The H1 was not supported. The mean and standard deviation of each 

disability level were presented in Table 7.   

 

Table 7. ANOVA Analysis on Needs between Disability Levels 

 

Disabled Type Mean Std. Deviation F p 

     

Slight 256.59 37.22 2.13 0.12 

Moderate 240.03 35.81   

Severe 245.55 28.92   

     

* The mean difference is significant at the 0.05 level 

 

H2: Travelers with disabilities have different needs based on their type of 

disabilities. 

The results of ANOVA analysis between the total needs score and participants‟ 

disability type showed a significant difference (F=12.06, p=0.00). Therefore, the H2 

was supported. According to the LSD test, the average total needs score of travelers 

with limb disabilities was significantly different from travelers with facial damage and 

multi-disabilities. The total needs score of travelers with limb disabilities was 250.48 

which was higher than travelers with facial damage (212.48) and multi-disability 

(230.60).  
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Furthermore, the average total needs score of participants who lost function of 

a primary organ was significantly different than travelers with facial damage and 

multi-disability. The average total needs score of participants who lost function of a 

primary organ was 258.07 which higher than travelers with facial damage (212.48) 

and multi-disability (230.60). The mean and standard deviation of each disability type 

were presented in Table 8. 

 

Table 8. ANOVA Analysis on Needs between Disability Types 

 

Disabled Type Mean Std. Deviation F p 

     

Limbs 250.48
a
 28.56 12.06 0.00* 

Lost Functions 258.07
a
 20.16   

Facial Damaged 212.48
b
 37.73   

Muti-Disability 230.60
b
 39.76   

     

*  The mean difference is significant at the 0.05 level 

a,b The difference is significant at the p<0.05 level in post hoc test 

 

H3: Travelers with disabilities have different needs based on their travel 

frequency. 

 The results of ANOVA analysis between the average total needs score and 

participants‟ travel frequency showed a significant difference (F=8.72, p=0.00). 

Therefore, the H3 was supported. The LSD test showed participants who had stayed in 

a hotel one time last year had significant differences from participants who had stayed 

two and had stayed three times. The average total needs score of participants who had 

stayed in a hotel one time last year was 241.67 which was lower than people who had 

stayed two times (262.71) but higher than people who had stayed three times (220.22). 
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Moreover, there was a significant difference between participants who had 

stayed in a hotel twice last year than with the other four groups. The average total 

needs score of participants who had stayed in a hotel three times last year also showed 

a significant different from participants who had stayed in a hotel more than four times 

last year. The mean score and standard deviation of each category was presented in 

Table 9. 

 

Table 9. ANOVA Analysis on Needs between Travel Frequencies 

 

Times as a Hotel 

Guest 
Mean 

Std. 

Deviation 
F p 

     

1 time 241.67
a
  9.98 8.72 0.00* 

2 times 262.71
b
 4.45   

3 times 220.22
c
 6.66   

4 times 231.00
a
 5.67   

More than 4 times 246.76
a
 3.06   

     

* The mean difference is significant at the 0.05 level 

a,b,c The difference is significant at the p<0.05 level in post hoc test 

 

H4: Travelers with disabilities have different needs based on their income level 

The results of ANOVA test showed there was a significant difference between 

the average total needs score and participants‟ income level (F=32.11, p=0.00). 

Therefore, the H4 was supported. Based on the LSD test, the average total needs score 

of participants‟ who reported a low income level had significant differences from the 

other three groups. The average total needs score of participants with a low income 

level was 169.00, which was lower than mid income level (244.27), high-mid income 

level (273.28), and mid-low income level (278.67). 
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In addition, there was a significant difference between participants who 

reported a mid-low income level with mid-income level. The results showed that 

participants who reported as a mid income level had significantly different average 

total needs score with high-mid income level. The mean score and standard deviation 

of each group was presented in Table 10. 

 

Table 10. ANOVA Analysis on Needs between Income Levels 

 

Income Level Mean 
Std. 

Deviation 
F p 

     

Low 169.00
a
 .00 32.11 0.00* 

Mid-Low  278.67
c
 3.61   

Mid 244.27
b
 28.25   

High-Mid 273.28
c
 19.27   

     

* The mean difference is significant at the 0.05 level 

a,b,c The difference is significant at the p<0.05 level in post hoc test 

 

H5: Travelers with disabilities have different satisfaction levels based on their 

disability level. 

Unlike the result of Hypothesis 1, there was a significant difference between 

the average total satisfaction score and participants‟ disability level (F=18.40, p=0.00). 

Therefore, the H5 was supported. Based on the LSD test, the average total satisfaction 

score of these three group (slight, moderate, and severe) was significantly different 

from one another. Participants with moderate disabilities presented a highest 

satisfaction score (154.94), followed by severe disabilities (126.07) and slight 

disabilities (106.05). The mean score and standard deviation of each level were 

presented in Table 11. 
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Table 11. ANOVA Analysis on Satisfaction between Disability Levels 

 

Disabled Type Mean Std. Deviation F p 

     

Slight 106.05
a
 33.48 18.40 0.00 

Moderate 154.94
b
 49.75   

Severe 126.07
c
 25.93   

     

*. The mean difference is significant at the 0.05 level 

a,b,c The difference is significant at the p<0.05 level in post hoc test 

 

H6: Travelers with disabilities have different satisfaction levels based on the 

type of disabilities. 

There was a significant difference between the average total satisfaction score 

and participants‟ disability type (F=7.25, p=0.00). Therefore, H6 was supported. 

Based on the LSD test, the average total satisfaction score of travelers with limb 

disabilities was significantly different from travelers with facial damage and multi-

disability. Moreover, participants who lost function of a primary organ had a 

significantly different satisfaction level from participants with facial damage. In 

addition, respondents with facial damage showed a significant difference from the 

other three groups. The mean score and standard deviation of each disability type were 

presented in Table 12. 
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Table 12. ANOVA Analysis on Satisfaction between Disability Types 

Disabled Type Mean 
Std. 

Deviation 
F p 

     

Limbs 132.14
a
 35.58 7.25 0.00* 

Lost Functions 106.50
b
 58.40   

Facial Damaged 163.52
c
 44.38   

Muti-Disability 123.90
a/b

 21.24   

     

* The mean difference is significant at the 0.05 level 

a,b,c The difference is significant at the p<0.05 level in post hoc test 

 

 

H7: Travelers with disabilities have different satisfaction levels based on their 

traveling frequency. 

 The results of ANOVA analysis showed there was significant difference 

between the average total satisfaction score and participants‟ travel frequency 

(F=23.79, p=0.00). Therefore, the H7 was supported. The LSD test showed that there 

was a significant difference between all five dimensions for the average total 

satisfaction score, except for participants who had stayed in a hotel two times and five 

times last year. Participants who had stayed in a hotel four times last year presented a 

lowest average total satisfaction score (97.50), followed by more than five times, two 

times, one time, and three times. The mean score and standard deviation of each 

category was presented in Table 13. 

 

 

 



Texas Tech University, Ho-Kai Chan, August 2010 

 

66 

 

 

Table 13. ANOVA Analysis on Satisfaction between Travel Frequencies 

 

Times as a Hotel 

Guest 
Mean 

Std. 

Deviation 
F p 

     

1 time 144.11
a
 56.29 23.79 0.00* 

2 times 123.78
b
 24.14   

3 times 186.22
c
 41.48   

4 times 97.50
d
 52.18   

More than 4 times 123.31
b
 21.72   

     

* The mean difference is significant at the 0.05 level 

a,b,c,d The difference is significant at the p<0.05 level in post hoc test 

 

H8: Travelers with disabilities have different satisfaction levels based on their 

income level. 

The results of ANOVA test showed there was a significant difference between 

the average total satisfaction score and participants‟ income level (F=4.75, p=0.00). 

Therefore, the H8 was supported. Based on the LSD test, the average total satisfaction 

score of participants‟ who reported a low income level had a significant difference to 

mid income and high-mid income levels. In addition, there was a significant difference 

between participants who reported as a mid-low income level and high-mid level. 

Finally, the results also showed that participants who reported a mid level income had 

a significant difference on average total satisfaction score with high-mid income level. 

The mean score and standard deviation of each income level was presented in Table 

14. 
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Table 14. ANOVA Analysis between Satisfaction and Income Levels 

 

Income Level Mean 
Std. 

Deviation 
F p 

     

Low 163.00
a
 .00 4.75 0.00* 

Mid-Low  157.33
a
 11.88   

Mid 134.30
b
 42.40   

High-Mid 108.33
c
 19.04   

     

* The mean difference is significant at the 0.05 level 

a,b,c The difference is significant at the p<0.05 level in post hoc test 

 

H9: If the needs of travelers with disabilities can be satisfied, their purchasing 

behaviors and attitudes are correlated. 

The researcher conducted Pearson correlation analysis to determine how strong 

the disabled travelers‟ purchasing behaviors and attitudes were related. The results of 

this evaluation showed these two dimensions were strongly correlated (r=.797, 

p=.000). The results were presented in Table 15.  

 

Table 15. Correlation Analysis between Purchasing Behaviors and Attitudes 

 

Situation N r Sig. 

    

Satisfied 176 .797 .000** 

Not Satisfied but Well Handled Complaints 176 .897 .000** 

Not Satisfied and Not Well Handled 

Complaints 
176 .888 .000** 

    

* The difference is significant at the 0.05 level 
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H10: If the needs of travelers with disabilities cannot be satisfied but their 

complaints are handled well, their purchasing behaviors and attitudes are correlated. 

This hypothesis focused on the relationship of disabled travelers‟ purchasing 

behaviors and attitudes when their needs cannot be satisfied but their complaints are 

well handled. Pearson correlation analysis showed a higher correlation between the 

purchasing behaviors and attitudes (r=.897, p=.000). The correlation and significant 

coefficient were presented in Table 15 

 

H11: If the needs of travelers with disabilities cannot be satisfied and their 

complaints are not well handled, their purchasing behaviors and attitudes are 

correlated. 

The was a strong correlation between the relationship of disabled travelers‟ 

purchasing behaviors and attitudes. The Person correlation coefficient was .888 and 

the significant coefficient was .000. The correlation and significant coefficient were 

presented in Table 15 

 

Multiple Linear Regression 

In this study multiple linear regression was conducted to measure the 

relationship between independent variables (the needs of APF, AAR, accessible 

accommodations, and discounts) and a dependent variable (average total needs score). 

The purpose of this procedure was to find variables that significantly influence the 
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dependent variable. The stepwise method was used to determine the contribution of 

each selected predictors.  

The R
2
 value (.892) represented the proportion of variance in the dependent 

variable that were explained by the independent variables. It means the predictors of 

this test could highly explain the dependent variable. The results were presented in 

Table 16. 

Table 16. The Multiple Linear Regression Test 

 

Independent Variable 
Std. Beta 

Coefficient 
t Sig. 

    

Accessibility of Accessible Rooms .297 1232.37 .000* 

Accessibility of Public Facilities .372 2224.55 .000* 

Accessibility Accommodations .273 1075.43 .000* 

Discounts .161 1024.16 .000* 

    
Note: Multiple R=.945; adjusted R

2
=.892; R

2
=.893; F=2.611; p=.000 
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CHAPTER V 

 

CONCLUSIONS 

 

In this chapter, a summary of study findings was reported first; followed by the 

conclusion of study sample; needs and satisfaction analysis; the results of hypotheses; 

satisfaction and loyalty analysis; limitation; and future research. 

 

Summary 

The overall purpose of this study was to describe the needs and satisfaction of 

disabled travelers when they stay in a Taiwanese hotel, and the relationship between 

customer satisfaction and customer loyalty of travelers with disabilities. The study 

instrument addressed four dimensions to evaluate disabled travelers‟ needs and 

satisfaction. The reliability coefficient (Cronbach's alpha) of each dimension showed 

an excellent internal reliability (as shown in Table 3). In addition, this study tested the 

relationship between customer satisfaction and loyalty under three different situations.  

 

The Study Sample 

A total 176 completed questionnaires were collected through a web-base survey. 

Since the web-base questionnaire was designed as “completed survey only”, the 

respondents have to answer all the questions before submitting. Therefore, there was 

no missing value of the entire data set.  Within the 176 respondents, 60.8% were male 

and 78.3% of the participants reported having limb disabilities. Both results were 
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higher than the average number in Taiwan. According to the Ministry of the Interior of 

Taiwan (2008), 58% of Taiwanese with disabilities were male and only 38% of 

Taiwanese with disabilities were limb disabilities. The difference between these two 

numbers may indicate that most disabled travelers were male or had limb disabilities. 

The Chi-Square test assured this assumption; 85% of the participants who had more 

than four travel experiences last year had limb disabilities.  

Goeldner and Ritchie (2006) claim there is a positive relationship between 

income level and households‟ traveling frequencies. In this study, most of the 

participants (81.8%) reported a mid level income. The cause of this result may be that 

all of the participants had prior travel experience. The Chi-Square test validated this 

phenomenon,  97.5% of the participants who had traveled more than 4 times last year 

were located in mid or mid-high income level.   

Most of the respondents (41.5%) traveled with their family members and more 

than 99% of them did not traveled alone. It indicated that hoteliers can easily double 

their revenue if they can provide suitable service to travelers with disabilities. An 

adjoining room will be a better choice for travelers with disabilities and their family 

members. On the other hand, only 27.3% of the participants traveled with disabled 

friends, which means the hoteliers did not need to prepare an excess number of rooms 

for travelers with disabilities. The hotelier should pay more attention on the quality of 

the room design than the number of rooms. The U.S. is one of the most accessible 

travel destinations; however, the occupancy percentage of accessible rooms was only 

19.4% in 2000 (America Hotel & Lodging Association, 2001). 
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The majority of respondents reported leisure as the main reason for travel 

(72.2%), and only 8.5% of the participants were business travelers. This result was 

different from the travel patterns in the United States. Cook, Yale, and Marqua (2002) 

claim that 23% of Americans travel for business. Since Taiwanese hotels could not 

provide a suitable service to travelers with disabilities, most disabled business 

travelers may prefer a one-day trip instead of an over-night trip. On the other hand, 

this result showed the potential accessible leisure travel market in Taiwan: more than 

70 percent disabled travelers travel for leisure. Pearce (1991) claims that travel can 

help people in reaching their fulfillment needs. This claim also applied to people with 

disabilities. They also need travel to fulfill their life.  

 

Needs and Satisfaction Analysis 

 The researcher used four dimensions to analyze the needs and satisfaction level 

of travelers with disabilities when they stayed in a Taiwanese hotel. The analysis of 

mean differences revealed that the accessibility of public facilities is the most 

important issue for disabled travelers when they stayed in a hotel, followed by the 

accessibility of accessible rooms, accessible accommodations, and discounts. This 

result was similar to what Cook, Yale, and Marqua (2002) reported when they stated 

that access is a major issue in other countries where accessibility seriously restricts 

travel for many people with disabilities.  

The results also indicated that providing discounts is not as important as the 

accessibility of public facilities, the accessibility of accessible rooms, and accessible 
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accommodations. Burnett and Baker (2001) claim price plays an important role for 

people with disabilities when deciding to travel. However, the results of this study 

reported that the needs of accessibility were more important than discounts when 

choosing a hotel.  

 The averaged total satisfaction score regarding current hotel accommodations 

was 3.18 (SD=.96). It showed that most of the participants were not satisfied with the 

accessibility of current Taiwanese hotels. Even worse, the mean value of all 42 

questions belonged to not satisfied group (lower than 4.00). 

 

The Accessibility of Public Facilities 

Within the first dimension, the accessibility of public facilities, “providing an 

adjacent access aisle” showed the highest mean values among all of the 16 questions. 

The Taiwan Physically and Mentally Disabled Citizens Protection Act did provide a 

guideline for the number and size of parking spaces for people with disabilities. 

However, the act neglected to mention the adjacent access aisle. Without the adjacent 

access aisle, persons who use wheelchairs, walkers or other mobility aids do not have 

enough space to get in and out of their vehicle. Feiertag (1997) claimed companies 

should do more than the minimum required by law if they want to tap into the disabled 

market. The adjacent access aisle is a great example of accessibility that is not 

regulated by law but extremely important for travelers with disabilities. 

 Today, more and more hotels use smaller elevators because of energy or space 

efficiency. However, the small size elevator will restrict the accessibility of most 
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wheelchair users. In addition, a revolving door has the same restriction. People who 

use wheelchairs, walkers or other mobility aids may have trouble using a revolving 

door compared to an automatic door.  

On the other hand, “removing unnecessary decorations in the public area” was 

the most critical issue regarding the satisfaction of the accessibility of public facilities. 

Luxury decorations may increase the aesthetics of a hotel but also decrease the 

accessibility for disabled travelers. This issue also represented the highest deviation 

between disable travelers‟ needs and satisfaction level. The comparison of disabled 

travelers‟ needs and satisfaction in term of the accessibility of public facilities were 

presented in the Figure 6. 

 

Figure 6. The Deviation of Needs and Satisfaction Score of Each 

Criterion regarding the Accessibility of Public Facilities 
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The Accessibility of Accessible Rooms 

 The average total mean value of the needs of travelers with disabilities in terms 

of the accessibility of accessible rooms was 5.69 (SD=.89), only lower than the needs 

of APF. Within the 11 questions, “providing extra space in which to move around in 

all accessible rooms” showed the highest mean value (M=6.15, SD=.99). In Taiwan, 

most hotels are small because of the land value; therefore, providing extra space 

becomes an expensive investment. However, if the Taiwanese hotel owners want to 

increase the accessibility of accessible rooms, providing more space is necessary. 

 The accessible sink and shelf space were two major problems reported by 

disabled travelers. Most accessible rooms in Taiwan were remodeled; therefore, the 

remodelers may ignore some details, such as the sink and shelf space. The U.S. Justice 

Department has published “ADA Checklist for Newly Constructed Lodging Facilities” 

to help hotel owners and franchisors in identifying ADA mistakes. Although the laws 

in Taiwan do not require as much as ADA, the Taiwanese hoteliers could use this 

checklist as a tool to increase the accessibility of their properties. Installing an 

adjustable sink also represented the highest deviation between the disabled travelers‟ 

need and satisfaction. The comparison of disabled participants‟ needs and satisfaction 

in terms of the accessibility of accessible rooms was presented in the Figure 7. 
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Figure 7. The Deviation of Needs and Satisfaction Score of Each 

Criterion regarding the Accessibility of Accessible Rooms 

 

The Accessible Accommodations 

 The need of accessible accommodations was lower than the needs of APF and 

AAR. Within the 10 questions, the question “provide a sufficient number of accessible 

rooms or alternative information for disabled guests to reserve” presented the highest 

mean score. In the previous discussion, the researcher mentioned that people with 

disabilities usually do not travel alone. More than a quarter (27.3%) of the participants 

traveled with a disabled friend. In this situation, adequate number of accessible rooms 

becomes an important issue when choosing a hotel. This criterion also presented the 

highest deviation between needs and satisfaction level. The comparison of disabled 
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travelers‟ needs and satisfaction in term of accessible accommodations were presented 

in the Figure 8. 

 

Figure 8. The Deviation of Needs and Satisfaction Score of Each 

Criterion regarding the Accessible Accommodations 

 

Discounts 

 The need for discounts for disabled travelers was lower than the other three 

dimensions. One of the reasons was most of the respondents reported as a mid income 

level. Although the mean values were similar among the four questions, the mode 

value showed most of the participants believes hoteliers should provide discounts to 

disabled travelers and their family members. The Taiwan Physically and Mentally 

Disabled Citizens Protection Act requires all public entertainment places to provide 

free entrance for disabled people and their guardians or traveling companions.  

However, almost no hotels provide discounts to people with disabilities. Since most 
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people think a discount is needed, providing discounts to people with disabilities may 

be a good marketing strategy of the Taiwanese hotel industry. 

 

The Results of Hypotheses 

 Participants with different disability levels (slight, moderate, and severe) 

showed no difference on their needs as hotel guests; however, their needs were 

significantly different in terms of their disability type (limbs disability, facial 

damaged, lost function of a primary organ, multi-disability). This result is similar to 

the conclusion of Burnett and Baker (2001), people with different types of disabilities 

should be considered as distinct markets. The results of this study also presented that 

people who have limb disabilities or lost function of a primary organ have higher 

needs as hotel guest than those with multi-disabilities or facial damage. 

 Respondents with different income levels showed a significant different on 

their needs and satisfaction level as hotel customers. Participants with a higher income 

level showed a lower satisfaction level as hotel guests. Moreover, respondents that 

reported a low income level had the lowest need among all the other income levels. 

The results extended the assumption of Goeldner and Ritchie (2006) in terms of 

income level and travel frequency. They stated that income level is not only related to 

travel frequency but also positively correlated to travel needs and satisfaction level. 
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Satisfaction and Loyalty Analysis 

 The results indicated that respondents were very loyal to a hotel that could 

satisfy their needs. Moreover, their purchasing behaviors and attitudes were strongly 

correlated. They always repeated their purchasing behavior and had a positive attitude 

toward the hotel that can satisfy their needs. According to Pritchard and Howard 

(1997), this type of loyalty is called true loyalty. In addition, Burnett and Baker (2001) 

claim people with mobility disabilities are very loyal customers for the lodging facility 

that can satisfy their needs. The results confirmed these two research conclusions. If 

the hotel can satisfy their needs, all people with disabilities are true loyalty customers 

for the hotel. However, this result also revealed that when satisfaction declined to a 

certain level, their loyalty dropped dramatically because of the high correlation.  

 Shoemaker, Lewis, and Yesawich (2000) claim service providers could convert 

dissatisfied customers back to satisfied clients by handling their complaints well. 

Participants whose complaints were well-handled even if they were not satisfied, were 

still loyal to the hotel and would recommend it.  This conclusion was applicable to 

travelers with or without disabilities. Most of the participants were willing to stay at 

the hotel again and recommend the hotel even if their needs were not satisfied but the 

complaints were handled well.  This result send a message to the hotel operators that 

even though their facilities may not be able to satisfy disabled travelers, they still have 

a chance to bring them back as loyal customers, providing the hotel operators can 

handle their special needs and complaints. 
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 The multiple linear regression analysis provided a formula for hotel operators 

to create customer satisfaction based on the needs of travelers with disabilities. The 

total needs of travelers with disabilities equals to 29.7% of the needs of the APF plus 

37.2% of the needs of the AAR plus 27.3% of the needs of accessible 

accommodations (AA) plus 16.1% of the needs of discounts (ZY= .297 APF+.372 

AAR + .273 AA + .161 Discounts)  

  

Limitations 

The participants of this study were Sunable Association members, members‟ 

disabled friends and browsers of the Sunable Association‟s website. All of the 

participants had travel experience; therefore the results may not be able applicable to 

disabled people who have not traveled. Furthermore, most of the participants reported 

limb disabilities.  It is difficult to represent the needs, satisfaction, and loyalty of all 

disabled people.   

 

 

Future Research 

 Because very little research has been conducted on disabled travelers‟ needs, 

satisfaction, and loyalty, this study raises more questions than it answers, and a 

number of research directions are suggested.  

 First, the sample of this study was limited to disabled people who have travel 

experience and were associated with the Sunable Association. In order to increase 
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generalization, future research should find out more ways to survey disabled travelers 

and potential disabled travelers. 

 Second, other variables such as travel type, travel expense, education level, and 

age may all significantly impact the need, satisfaction, and loyalty of travelers with 

disabilities. 

 Finally, people with different disability types always present a different type 

life style. Future research may consciously recognize the existence of distinct 

disability types and use more research techniques to collect data from a greater variety 

of types of disabled people. 
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APPENDIX A 

PILOT STUDY QUESTIONNAIRE 
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HOTEL CUSTOMER NEEDS, SATISFACTION, AND LOYALTY ANALYSIS 

OF  

TRAVELERS WITH DISABILITIES IN TAIWAN. 

 
 

Section I: Importance and Satisfaction 

Based on the experience as a hotel guest, please rate the importance of hotel 

accommodations and your satisfaction (from 5-strongly agree to 1-strongly 

disagree): 

 

No. A hotel Should ……… Importance Satisfaction 

1 post disabled sign on all accessible facilities 1  2  3  4  5 1  2  3  4  5  

2 
provide a sufficient number of parking spaces 

for disable guests 
1  2  3  4  5 1  2  3  4  5  

3 

provide an adjacent access aisle to allow 

persons who use wheelchairs, walkers or other 

mobility aids to transfer to and from their 

car/van 

1  2  3  4  5 1  2  3  4  5  

4 
provide special phone for guests with speaking 

impairments 
1  2  3  4  5 1  2  3  4  5  

5 
lower the position of pay telephones to 

accommodate disabled people 
1  2  3  4  5 1  2  3  4  5  

6 
lower the position of water fountains to 

accommodate disabled people. 
1  2  3  4  5 1  2  3  4  5  

7 
lower the “emergency button” in the elevators 

to accommodate disabled people 
1  2  3  4  5 1  2  3  4  5  

8 
install the “emergency button” in all exits for 

disabled guests who may need help 
1  2  3  4  5 1  2  3  4  5  

9 
install a button which can extend the elevator 

door closing time 
1  2  3  4  5 1  2  3  4  5  

10 
extend the width of the door of elevator to at 

least to 100 cm 
1  2  3  4  5 1  2  3  4  5  
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11 
provide automatic door when revolving door is 

used at the main entrance 
1  2  3  4  5 1  2  3  4  5  

12 install a speaker system in the elevator 1  2  3  4  5 1  2  3  4  5  

13 
provide a suitable dining place for disabled  

guests 
1  2  3  4  5 1  2  3  4  5  

14 
provide signage in Braille and raised lettering 

in public areas 
1  2  3  4  5 1  2  3  4  5  

15 use short/lower carpet 1  2  3  4  5 1  2  3  4  5  

16 
provide a suitable exercise room for disabled  

guests 
1  2  3  4  5 1  2  3  4  5  

17 
install speaker telephone in all accessible 

rooms 
1  2  3  4  5 1  2  3  4  5  

18 install accessible tub in all accessible rooms 1  2  3  4  5 1  2  3  4  5  

19 install roll-in shower in all accessible rooms 1  2  3  4  5 1  2  3  4  5  

20 
remove unnecessary decorations in the public 

area  
1  2  3  4  5 1  2  3  4  5  

21 install handrails in bathroom in the public areas 1  2  3  4  5 1  2  3  4  5  

22 
install handrails in bathroom in all accessible 

rooms 
1  2  3  4  5 1  2  3  4  5  

23 
design special rooms for all kinds of disabled  

guests 
1  2  3  4  5 1  2  3  4  5  

24 provide an accessible front desk 1  2  3  4  5 1  2  3  4  5  

25 
provide enough space to the right or left side of 

the toilet in all accessible rooms 
1  2  3  4  5 1  2  3  4  5  

26 
provide enough space to the right or left side of 

the bed in all accessible rooms 
1  2  3  4  5 1  2  3  4  5  

27 
install an accessible/adjustable sink in the 

bathroom of all accessible room 
1  2  3  4  5 1  2  3  4  5  

28 
provide accessible shelf space in the bathroom 

of all accessible room 
1  2  3  4  5 1  2  3  4  5  

29 
provide extra space in which to move around 

in all accessible rooms 
1  2  3  4  5 1  2  3  4  5  

30 
install light controls reachable from the bed in 

all accessible rooms 
1  2  3  4  5 1  2  3  4  5  

31 install adjustable light in all accessible rooms 1  2  3  4  5 1  2  3  4  5  

32 
install flashing (visual) fire alarms in all public 

areas 
1  2  3  4  5 1  2  3  4  5  

33 
install flashing (visual) fire alarms in all 

accessible rooms 
1  2  3  4  5 1  2  3  4  5  

34 
install flashing (visual) doorbells in all 

accessible rooms 
1  2  3  4  5 1  2  3  4  5  

35 
provide vibrating alarm clocks in all accessible 

rooms 
1  2  3  4  5 1  2  3  4  5  



Texas Tech University, Ho-Kai Chan, August 2010 

 

88 

 

36 
install telephone light signalers in all 

accessible rooms 
1  2  3  4  5 1  2  3  4  5  

37 
lower the height of door key in all accessible 

rooms 
1  2  3  4  5 1  2  3  4  5  

38 
provide Braille or raised lettering in all 

elevators 
1  2  3  4  5 1  2  3  4  5  

39 
provide Braille or raised lettering of room 

number 
1  2  3  4  5 1  2  3  4  5  

40 
provide free auxiliary equipments (ex. 

wheelchairs) rental for disabled  guests 
1  2  3  4  5 1  2  3  4  5  

41 

provide a sufficient number of accessible 

rooms or “walk” information for disabled 

guests to reserve  

1  2  3  4  5 1  2  3  4  5  

42 
provide a special reservation line for disabled  

guests 
1  2  3  4  5 1  2  3  4  5  

43 provide free valet for disabled  guests 1  2  3  4  5 1  2  3  4  5  

44 
provide eat-in-room breakfast for disabled  

guests 
1  2  3  4  5 1  2  3  4  5  

45 provide phone in all accessible rooms  1  2  3  4  5 1  2  3  4  5  

46 provide assistance from the hotel/motel staff  1  2  3  4  5 1  2  3  4  5  

47 provide phone number for area relay service  1  2  3  4  5 1  2  3  4  5  

48 provide a tour of the property and all facilities 1  2  3  4  5 1  2  3  4  5  

49 
provide a tour of the accessible room and 

explanation of its features  
1  2  3  4  5 1  2  3  4  5  

50 provide local travel information 1  2  3  4  5 1  2  3  4  5  

51 prepare a bucket of ice for disable guest 1  2  3  4  5 1  2  3  4  5  

52 
provide free hot drinking water for disable 

guests 
1  2  3  4  5 1  2  3  4  5  

53 
provide priority check in and out for disable 

guests 
1  2  3  4  5 1  2  3  4  5  

54 provide discounts to disabled guests  1  2  3  4  5 1  2  3  4  5  

55 
provide discounts to volunteers who 

accompanied disabled guests  
1  2  3  4  5 1  2  3  4  5  

56 
provide discounts to friends and family 

members accompanying disabled  guests 
1  2  3  4  5 1  2  3  4  5  

57 
provide room service discounts for disabled  

guests 
1  2  3  4  5 1  2  3  4  5  
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Section II: Demographics 

What is your gender? 

 Male               Female 

 

Where is your residence (county):                                           . 

 

How many times have you stay in a hotel last year (at least one night)? 

 Never  1 times     2 times   Other:               

 

What is the most common reason you travel? 

 Visit Friend or Family Business   Leisure  Medical Care 

 Other:                           . 

 

Who is/are always accompanying with you when you travel (multiple)? 

 Friends with disability Friends without disability   

 Family members   Other:                           . 

 

How many people is/are always accompanying with you when you travel? 

 N/A (alone)  1    2  Other:                . 

 

What is your estimated annual income?  

 Under $5,000  $5,000-$10,000  $10,000-$15,000  

 more than $15,000 

 

What is your disability level? 

 Sever   Moderate   Slight 

 

What is your disability type on your certification? 

 Vision disability 

 Hearing mechanism disability 

 Balancing mechanism disability 

 Voice or speech mechanism disability 

 Limbs disability 

 Mentally disability 

 Losing functions of primary organs Unconscious chronically 

 Senile dementia 

 Suffering facial damage 

 Multi-disability 

 Stubborn (difficult-to-cure) epilepsy 

 Physical or mental disability caused by infrequent disease and confirmed 

by the central competent authority in charge of health 

 Other disabilities confirmed by the central competent authority in charge of 

health 
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台灣地區身心障礙者對飯店無障礙設施需求,滿意度與忠誠度調查分析 

 

第一部分: 重要性與滿意度調查 

請根據您過去住宿飯店的經驗,評價下列項目的重要性與滿意度: (5:非常重要/滿

意, 4: 重要/滿意, 3:中等, 2: 不重要/不滿意, 1: 非常不重要/非常不滿意) 

 

編號 飯店業者應該 … … … 重要性 滿意度 

1 在所有無障礙設施上張貼無障礙標誌 1   2   3   4   5 1   2   3   4   5 

2 提供足夠的身心障礙者專用停車位 1   2   3   4   5 1   2   3   4   5 

3 
提供足夠的空間在身心障礙停車位的任一旁,方

便身心障礙者進出 
1   2   3   4   5 1   2   3   4   5 

4 
在公共空間(如:飯店大廳)設置語言障礙者專用電

話 
1   2   3   4   5 1   2   3   4   5 

5 降低公共電話的高度, 以方便身心障礙者使用 1   2   3   4   5 1   2   3   4   5 

6 降低公共飲水機的高度, 以方便身心障礙者使用 1   2   3   4   5 1   2   3   4   5 

7 
降低電梯內”緊急按鈕”的高度, 以方便身心障礙

者使用 
1   2   3   4   5 1   2   3   4   5 

8 
在每個出入口裝設”緊急按鈕”, 方便身心障礙者

尋求幫助 
1   2   3   4   5 1   2   3   4   5 

9 加裝延長電梯開門時間的按鈕 1   2   3   4   5 1   2   3   4   5 

10 
提供至少 100 公分寬的電梯出入口, 以方便身心

障礙者進出 
1   2   3   4   5 1   2   3   4   5 

11 在主要的出入口, 以自動門取代旋轉門 1   2   3   4   5 1   2   3   4   5 

12 在電梯內加裝語音播放系統(告知樓層與方向) 1   2   3   4   5 1   2   3   4   5 

13 提供身心障礙者適當的用餐環境 1   2   3   4   5 1   2   3   4   5 

14 在公共設施上, 提供點字告示牌或可觸摸的符號 1   2   3   4   5 1   2   3   4   5 

15 使用短毛的地毯 1   2   3   4   5 1   2   3   4   5 

16 提供適合身心障礙者使用的運動設施 1   2   3   4   5 1   2   3   4   5 

17 在無障礙客房內, 加裝電話擴音系統 1   2   3   4   5 1   2   3   4   5 

18 在無障礙客房內, 裝設無障礙浴缸 1   2   3   4   5 1   2   3   4   5 

19 在無障礙客房內, 裝設可關閉的淋浴空間 1   2   3   4   5 1   2   3   4   5 

20 移除飯店大廳內非必要性的擺設 1   2   3   4   5 1   2   3   4   5 

21 在飯店內公共廁所裡裝設輔助手把 1   2   3   4   5 1   2   3   4   5 

22 在無障礙客房浴室內, 裝設輔助手把 1   2   3   4   5 1   2   3   4   5 

23 
設計可供所有類型身心障礙者使用的無障礙客

房 
1   2   3   4   5 1   2   3   4   5 

24 提供身心障礙專用櫃檯 1   2   3   4   5 1   2   3   4   5 
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25 
在無障礙客房的馬桶兩側, 預留足夠的空間以方

便身心障礙者使用 
1   2   3   4   5 1   2   3   4   5 

26 
在無障礙客房的床兩側, 預留足夠的空間以方便

身心障礙者使用 
1   2   3   4   5 1   2   3   4   5 

27 
在無障礙客房的浴室裡, 裝設可調整高度的洗手

台 
1   2   3   4   5 1   2   3   4   5 

28 
在無障礙客房的浴室裡, 裝設可調整高度的置物

架  
1   2   3   4   5 1   2   3   4   5 

29 在無障礙客房裡, 提供較多的活動空間 1   2   3   4   5 1   2   3   4   5 

30 在無障礙客房的床頭前, 裝設燈光控制按鈕 1   2   3   4   5 1   2   3   4   5 

31 在無障礙客房內, 使用可調節式燈光系統 1   2   3   4   5 1   2   3   4   5 

32 在公共空間裡, 裝設會閃爍的火災警報器 1   2   3   4   5 1   2   3   4   5 

33 在無障礙客房內, 裝設會閃爍的火災警報器 1   2   3   4   5 1   2   3   4   5 

34 在無障礙客房內, 裝設會閃爍的門鈴 1   2   3   4   5 1   2   3   4   5 

35 在無障礙客房內, 提供振動型的鬧鐘 1   2   3   4   5 1   2   3   4   5 

36 在無障礙客房內, 提供來電閃爍的電話 1   2   3   4   5 1   2   3   4   5 

37 降低無障礙客房的-鑰匙孔 1   2   3   4   5 1   2   3   4   5 

38 在電梯裡加裝點字(凸字)按鈕 1   2   3   4   5 1   2   3   4   5 

39 在客房門牌上加裝點字(凸字)符號 1   2   3   4   5 1   2   3   4   5 

40 提供免費輔具租借 1   2   3   4   5 1   2   3   4   5 

41 
提供身心障礙者足夠的無障礙客房(或相關訂房

資訊) 
1   2   3   4   5 1   2   3   4   5 

42 提供身心障礙者訂房專線 1   2   3   4   5 1   2   3   4   5 

43 提供身心障礙者免費泊車 1   2   3   4   5 1   2   3   4   5 

44 提供身心障礙者在客房內食用早餐服務 1   2   3   4   5 1   2   3   4   5 

45 提供語言障礙者訂房專線 1   2   3   4   5 1   2   3   4   5 

46 要求員工主動協助身心障礙者 1   2   3   4   5 1   2   3   4   5 

47 提供當地身心障礙者服務訊息 1   2   3   4   5 1   2   3   4   5 

48 提供飯店設施導覽與使用說明 1   2   3   4   5 1   2   3   4   5 

49 提供無障礙客房導覽與使用說明 1   2   3   4   5 1   2   3   4   5 

50 提供當地旅無障礙旅遊資訊 1   2   3   4   5 1   2   3   4   5 

51 在無障礙客房內, 預先準備冰塊與冰桶 1   2   3   4   5 1   2   3   4   5 

52 在無障礙客房內, 預先準備開飲機 1   2   3   4   5 1   2   3   4   5 

53 提供身心障礙者優先入住與退房服務 1   2   3   4   5 1   2   3   4   5 

54 提供身心障礙者住房折扣 1   2   3   4   5 1   2   3   4   5 

55 提供身心障礙者陪同者住房折扣 1   2   3   4   5 1   2   3   4   5 

56 提供身心障礙者家人住房折扣 1   2   3   4   5 1   2   3   4   5 

57 提供身心障礙者客房服務(餐點)折扣 1   2   3   4   5 1   2   3   4   5 
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第二部分:個人背景資料  

您的性別是? 

 男               女 
 

您的居住地是(城市名):                                           (例如:台北縣, 台中市…….). 
 

過去一年內您有多少次的飯店住房經驗(至少住宿一個晚上)? 

 從未  1 次     2 次   其他:              

(請詳述) . 
 

您最常住宿飯店的原因是? 

 拜訪親人或朋友  工作   休閒旅遊  醫療需求 

 其他:                                        (請詳述) . 
 

您經常的旅遊對象為? (可複選) 

 身心障礙朋友  沒有身心障礙的朋友   家人  同事 

 其他:                          (請詳述)  . 
 

您通常和多少人一同出遊? 

 單獨出遊  1 位     2 位   3 位  

 其他:             ( 請詳述)  . 
 

您的年收入約為?  

 低於十五萬  十五到三十萬  三十萬以上 
 

您的身心障礙程度是? 

 重度   中度   輕度  
 

您的身心障礙類別是? 

 視覺障礙 

 聽覺機能障礙 

 平衡機能障礙 

 聲音機能或語言機能障礙 

 肢體障礙(上肢) 

 肢體障礙(下肢) 

 重要器官失去功能 

 顏面損傷 

 多重障礙 

 其他 
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HOTEL CUSTOMER NEEDS, SATISFACTION, AND LOYALTY ANALYSIS OF  

TRAVELERS WITH DISABILITIES IN TAIWAN. 

 

 

YOUR HELP IS NEEDED! 

People with disabilities who aged 18 and over are being asked to take about 15 minutes to 

complete this questionnaire.  There are no right or wrong answers.  We are only interested in your 

honest opinions.  Your responses will be anonymous and will not be associated with you personally in 

any way.  

This survey is only for people who have a disabilitiy certification and have stayed in a 

hotel in Taiwan for more than one night in the last year. If you are not qualified for these two 

criteria, please do not answer, but pass this information to your disabled friends. 

 

INFORMED CONSENT:  

My participation in this study is purely voluntary.  I understand that my refusal to participate 

will involve no penalty or loss of benefits to which I am otherwise entitled and that I may discontinue 

participation at any time without penalty or loss of benefits to which I am otherwise entitled.  If I have 

questions about the rationale or method of the study, I understand that I may contact Kai Chan at 806-

252-8854 (ho-kai.chan@ttu.edu) or Ben Goh at 806-742-3068 (ben.goh@ttu.edu). The researchers can 

help you with any questions or concerns.   

 

Thank you for your time and help! 

 

 

Section I: Importance and Satisfaction 

Based on the experience as a hotel guest, please rate the importance and satisfaction level regarding to 

the current Taiwanese hotel accommodations from 7-strongly agree to 1-strongly disagree: 

 

 

No. A hotel should ……… Importance Satisfaction 

1 
provide signage in Braille and raised lettering on 

public facilities 
1   2   3   4   5  6  7 1   2   3   4   5  6  7 

2 
lower the “emergency button” in the elevators for 

disabled guests who may need help 
1   2   3   4   5  6  7 1   2   3   4   5  6  7 

3 
provide automatic door when revolving door is used 

at the main entrance 
1   2   3   4   5  6  7 1   2   3   4   5  6  7 

4 use short/lower carpet 1   2   3   4   5  6  7 1   2   3   4   5  6  7 

5 
install the “emergency button” in all exits for 

disabled guests who may need help 
1   2   3   4   5  6  7 1   2   3   4   5  6  7 

6 
install a button which can extend the elevator door 

closing time 
1   2   3   4   5  6  7 1   2   3   4   5  6  7 

7 extend the width of elevator door to at least 100 cm 1   2   3   4   5  6  7 1   2   3   4   5  6  7 

8 

provide an adjacent access aisle to allow persons 

who use wheelchairs, walkers or other mobility aids 

to transfer to and from their car/van 

1   2   3   4   5  6  7 1   2   3   4   5  6  7 
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9 install a speaker system in the elevator 1   2   3   4   5  6  7 1   2   3   4   5  6  7 

10 
lower the position of pay telephones to accommodate 

disabled people 
1   2   3   4   5  6  7 1   2   3   4   5  6  7 

11 
provide a sufficient number of parking spaces for 

disable guests 
1   2   3   4   5  6  7 1   2   3   4   5  6  7 

12 
lower the position of water fountains to 

accommodate disabled people 
1   2   3   4   5  6  7 1   2   3   4   5  6  7 

13 
provide special phone for guests with speaking 

impairments in public area 
1   2   3   4   5  6  7 1   2   3   4   5  6  7 

14 install flashing (visual) fire alarms in all public areas 1   2   3   4   5  6  7 1   2   3   4   5  6  7 

15 post disabled sign on all accessible facilities 1   2   3   4   5  6  7 1   2   3   4   5  6  7 

16 provide Braille or raised lettering in all elevators 1   2   3   4   5  6  7 1   2   3   4   5  6  7 

17 remove unnecessary decorations in the public area  1   2   3   4   5  6  7 1   2   3   4   5  6  7 

18 
provide extra space in which to move around in all 

accessible rooms 
1   2   3   4   5  6  7 1   2   3   4   5  6  7 

19 
install an adjustable sink in the bathroom of all 

accessible rooms 
1   2   3   4   5  6  7 1   2   3   4   5  6  7 

20 
install light controls reachable from the bed in all 

accessible rooms 
1   2   3   4   5  6  7 1   2   3   4   5  6  7 

21 
provide accessible shelf space in the bathroom of all 

accessible rooms 
1   2   3   4   5  6  7 1   2   3   4   5  6  7 

22 install accessible tub in all accessible rooms 1   2   3   4   5  6  7 1   2   3   4   5  6  7 

23 provide Braille or raised lettering of room number 1   2   3   4   5  6  7 1   2   3   4   5  6  7 

24 
install flashing (visual) fire alarms in all accessible 

rooms 
1   2   3   4   5  6  7 1   2   3   4   5  6  7 

25 install speaker telephone in all accessible rooms 1   2   3   4   5  6  7 1   2   3   4   5  6  7 

26 
install telephone light signalers in all accessible 

rooms 
1   2   3   4   5  6  7 1   2   3   4   5  6  7 

27 install adjustable light in all accessible rooms 1   2   3   4   5  6  7 1   2   3   4   5  6  7 

28 
install flashing (visual) doorbells in all accessible 

rooms 
1   2   3   4   5  6  7 1   2   3   4   5  6  7 

29 
providing special reservation line for people with 

speaking impairments 
1   2   3   4   5  6  7 1   2   3   4   5  6  7 

30 provide a tour of the property and all facilities 1   2   3   4   5  6  7 1   2   3   4   5  6  7 

31 provide priority check in and out for disable guests 1   2   3   4   5  6  7 1   2   3   4   5  6  7 

32 
provide a tour of the accessible room and 

explanation of its features  
1   2   3   4   5  6  7 1   2   3   4   5  6  7 

33 provide a suitable dining place for disabled  guests 1   2   3   4   5  6  7 1   2   3   4   5  6  7 

34 
provide a sufficient number of accessible rooms or 

alternative information for disabled guests to reserve  
1   2   3   4   5  6  7 1   2   3   4   5  6  7 

35 prepare a bucket of ice for disabled guests 1   2   3   4   5  6  7 1   2   3   4   5  6  7 

36 providing local accessible traveling information 1   2   3   4   5  6  7 1   2   3   4   5  6  7 

37 provide free valet for disabled  guests 1   2   3   4   5  6  7 1   2   3   4   5  6  7 

38 
provide a suitable exercise facilities for disabled  

guests 
1   2   3   4   5  6  7 1   2   3   4   5  6  7 
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Section II: Satisfaction and Loyalty 

Please rate your reactions of the following six situations from 5-strongly agree to 1-strongly disagree: 
 

1 If my needs can be satisfied, I will visit this hotel in the future. 1   2   3   4   5  6  7 

2 If my need can be satisfied, I will recommend this hotel to my friends. 1   2   3   4   5  6  7 

3 
If my needs can not be satisfied but my complaints are well handled, I will 

visit this hotel in the future. 1   2   3   4   5  6  7 

4 
If my needs can not be satisfied but my complaints are well handled, I will 

recommend this hotel to my friends. 1   2   3   4   5  6  7 

5 
If my needs can not be satisfied and my complaints are not well handled, I 

will never visit this hotel in the future. 1   2   3   4   5  6  7 

6 
If my needs can not be satisfied and my complaints are not well handled, I 

will never recommend this hotel to my friends. 1   2   3   4   5  6  7 

 

 

 

Section III: Demographics 

 What is your gender? 

 Male               Female 

 

 Where is your residence (county):                                           . 

 

 How many times did you stay in a hotel last year (at least one night)? 

1 times    2 times    3 times    4 times    more than 4 times 

 

 

39 provide discounts to disabled guests 1   2   3   4   5  6  7 1   2   3   4   5  6  7 

40 
provide discounts to family members who 

accompanying disabled  guests 
1   2   3   4   5  6  7 1   2   3   4   5  6  7 

41 provide room service discounts for disabled  guests 1   2   3   4   5  6  7 1   2   3   4   5  6  7 

42 
provide discounts to volunteers who accompanying 

disabled guests  
1   2   3   4   5  6  7 1   2   3   4   5  6  7 
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 What is the most common reason you travel? (Please check one) 

 Leisure Business   Visit Friend or Family  Medical Care 

 Other:                           . 

 

 Who accompanies with you when you travel (multiple)? 

 Family members  Friends with disabilities   Friends without disabilities 

 Other:                           . 

 

 How many people accompany with you when you travel? 

 N/A (alone)  1     2   3  more than 3 

  

 

 What is your estimated annual income?  

  Low Income   Mid-Low Income   Mid Income  

 High-Mid Income   High Income 

 

 What is your disability level? 

 Sever   Moderate   Slight 

 

 What is your disability type on your certification? 

 Limbs Disability  Hearing Mechanism Disability   Vision Disability 

 Losing Functions Of Primary Organs   Multi-Disability  Facial Damage 

 Voice Or Speech Mechanism Disability   Balancing Mechanism Disability 

 Other disabilities confirmed by the central competent authority in charge of health 



Texas Tech University, Ho-Kai Chan, August 2010 

 

98 

 

  
台灣地區身心障礙者對飯店無障礙設施需求,滿意度與忠誠度調查分析 

 

 

 
 

 

第一、二 部分: 重要性與滿意度調查 

請根據您過去住宿飯店的經驗,評價下列項目的重要性與滿意度: (7:非常重要/滿意~ 1: 

非常不重要/非常不滿意) 

 

編號 飯店業者應該 … … … 重要性 滿意度 

1 
在公共設施上, 提供點字告示牌或可觸摸的符

號 
1  2  3  4  5  6  7 1  2  3  4  5  6  7  

2 
降低電梯內”緊急按鈕”的高度, 以方便身心障

礙者使用 
1  2  3  4  5  6  7 1  2  3  4  5  6  7  

3 在主要的出入口, 以自動門取代旋轉門 1  2  3  4  5  6  7 1  2  3  4  5  6  7  

4 使用短毛的地毯 1  2  3  4  5  6  7 1  2  3  4  5  6  7  

5 
在每個出入口裝設”緊急按鈕”, 方便身心障礙

者尋求幫助 
1  2  3  4  5  6  7 1  2  3  4  5  6  7  

6 加裝延長電梯開門時間的按鈕 1  2  3  4  5  6  7 1  2  3  4  5  6  7  

7 
提供至少 100 公分寬的電梯出入口, 以方便身

心障礙者進出 
1  2  3  4  5  6  7 1  2  3  4  5  6  7  

8 
提供足夠的空間在身心障礙停車位的任一旁,

方便身心障礙者進出 
1  2  3  4  5  6  7 1  2  3  4  5  6  7  
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9 在電梯內加裝語音播放系統(告知樓層與方向) 1  2  3  4  5  6  7 1  2  3  4  5  6  7  

10 降低公共電話的高度, 以方便身心障礙者使用 1  2  3  4  5  6  7 1  2  3  4  5  6  7  

11 提供足夠的身心障礙者專用停車位 1  2  3  4  5  6  7 1  2  3  4  5  6  7  

12 
降低公共飲水機的高度, 以方便身心障礙者使

用 
1  2  3  4  5  6  7 1  2  3  4  5  6  7  

13 
在公共空間(如:飯店大廳)設置語言障礙者專用

電話 
1  2  3  4  5  6  7 1  2  3  4  5  6  7  

14 在公共空間裡, 裝設會閃爍的火災警報器 1  2  3  4  5  6  7 1  2  3  4  5  6  7  

15 在所有無障礙設施上張貼無障礙標誌 1  2  3  4  5  6  7 1  2  3  4  5  6  7  

16 在電梯裡加裝點字(凸字)按鈕 1  2  3  4  5  6  7 1  2  3  4  5  6  7  

17 移除飯店大廳內非必要性的擺設 1  2  3  4  5  6  7 1  2  3  4  5  6  7  

18 在無障礙客房裡, 提供較多的活動空間 1  2  3  4  5  6  7 1  2  3  4  5  6  7  

19 
在無障礙客房的浴室裡, 裝設可調整高度的洗

手台 
1  2  3  4  5  6  7 1  2  3  4  5  6  7  

20 在無障礙客房的床頭前, 裝設燈光控制按鈕 1  2  3  4  5  6  7 1  2  3  4  5  6  7  

21 
在無障礙客房的浴室裡, 裝設可調整高度的置

物架  
1  2  3  4  5  6  7 1  2  3  4  5  6  7  

22 在無障礙客房內, 裝設無障礙浴缸 1  2  3  4  5  6  7 1  2  3  4  5  6  7  

23 在客房門牌上加裝點字(凸字)符號 1  2  3  4  5  6  7 1  2  3  4  5  6  7  

24 在無障礙客房內, 裝設會閃爍的火災警報器 1  2  3  4  5  6  7 1  2  3  4  5  6  7  

25 在無障礙客房內, 加裝電話擴音系統 1  2  3  4  5  6  7 1  2  3  4  5  6  7  

26 在無障礙客房內, 提供來電閃爍的電話 1  2  3  4  5  6  7 1  2  3  4  5  6  7  

27 在無障礙客房內, 使用可調節式燈光系統 1  2  3  4  5  6  7 1  2  3  4  5  6  7  

28 在無障礙客房內, 裝設會閃爍的門鈴 1  2  3  4  5  6  7 1  2  3  4  5  6  7  

29 提供語言障礙者訂房專線 1  2  3  4  5  6  7 1  2  3  4  5  6  7  

30 提供飯店設施導覽與使用說明 1  2  3  4  5  6  7 1  2  3  4  5  6  7  

31 提供身心障礙者優先入住與退房服務 1  2  3  4  5  6  7 1  2  3  4  5  6  7  

32 提供無障礙客房導覽與使用說明 1  2  3  4  5  6  7 1  2  3  4  5  6  7  

33 提供身心障礙者適當的用餐環境 1  2  3  4  5  6  7 1  2  3  4  5  6  7  

34 提供身心障礙者足夠的無障礙客房 1  2  3  4  5  6  7 1  2  3  4  5  6  7  

35 在無障礙客房內, 預先準備冰塊與冰桶 1  2  3  4  5  6  7 1  2  3  4  5  6  7  

36 提供當地旅無障礙旅遊資訊 1  2  3  4  5  6  7 1  2  3  4  5  6  7  

37 提供身心障礙者免費泊車 1  2  3  4  5  6  7 1  2  3  4  5  6  7  
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38 提供適合身心障礙者使用的運動設施 1  2  3  4  5  6  7 1  2  3  4  5  6  7  

39 提供身心障礙者住房折扣 1  2  3  4  5  6  7 1  2  3  4  5  6  7  

40 提供身心障礙者家人住房折扣 1  2  3  4  5  6  7 1  2  3  4  5  6  7  

41 提供身心障礙者客房服務(餐點)折扣 1  2  3  4  5  6  7 1  2  3  4  5  6  7  

42 提供身心障礙者陪同者住房折扣 1  2  3  4  5  6  7 1  2  3  4  5  6  7  

 

 

 

第三部分: 滿意度與忠程度調查 

請問您對於飯店選擇的條件是: 

編號 情境 同意度 

1 我會持續選擇能夠滿足我無障礙需求的飯店 
1  2  3  4  5  6  

7 

2 我會向我的朋友推薦夠滿足我無障礙需求的飯店 
1  2  3  4  5  6  

7 

3 
我會持續選擇 不能夠滿足我無障礙需求 但 妥善處理我的抱怨

與個別需求 的飯店 

1  2  3  4  5  6  

7 

4 
我會向我的朋友推薦 不能夠滿足我無障礙需求 但 妥善處理我

的抱怨與個別需求 的飯店 

1  2  3  4  5  6  

7 

5 
我將不會再次選擇 不能夠滿足我無障礙需求 且不能妥善處理

我的抱怨與個別需求 的飯店 

1  2  3  4  5  6  

7 

6 
我將不會向我的朋友推薦 不能夠滿足我無障礙需求 且不能妥

善處理我的抱怨與個別需求 的飯店 

1  2  3  4  5  6  

7 

 

 

第四部分:個人背景資料  

我的性別是? 

 男               女 

 

我的居住地區是:  

 北部   中部   南部  東部  外島 

 

過去一年內您有多少次的飯店住房經驗(至少住宿一個晚上)? 

 1 次     2 次  3 次  4 次   4 次以上 
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您最常住宿飯店的原因是? 

 休閒旅遊  工作  拜訪親人或朋友  醫療需求  其他 

 

您經常的旅遊對象為? (可複選) 

 家人   身心障礙朋友  非身心障礙的朋友  志工  

 其他 

 

您通常和多少人一同出遊? 

 單獨出遊  1 位     2 位   3 位  3 人以上 

 

您的經濟狀況為?  

 低收入戶   中低收入戶   普通   小康   

 富裕 

 

您的身心障礙程度是? 

 重度   中度   輕度  

 

您的身心障礙類別是? 

 肢體障礙 

 聽覺障礙 

 視覺障礙 

 重要器官失去功能 

 平衡機能障礙 

 顏面損傷 

 多重障礙 

 聲音機能或語言機能障礙 

 其他 
 


