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ABSTRACT: The current study examines the potential contribution of tour guides’
communications to the vacation experience of intellectually disabled tourists. It investigates tour
guides’ perception of different verbal and non-verbal communication methods and tour guides’
traits when interacting with this segment. The study assesses as well the effect of a disability
awareness workshop on raising tour guides’ knowledge and awareness of specific communication
needs of intellectual disabled tourists. A survey questionnaire was developed and then tested for
reliability and validity using a sample of tour guides. EFA and CFA were used to identify factors
and to assess model validity. SME was performed to test the hypothesized relationships. Results
revealed that the disability awareness workshop has a significant impact on raising tour guides’
awareness of intellectually disabled tourists communication needs. Furthermore, the study shows
that the non-verbal communication dimension with its two sub-constructs “Kinesics” and
“paralinguistics and haptics”, had a considerable significant regression weight on the proposed
model (Tour Guide Communication Competences TGCC). Accordingly, this study serves as an
exploratory research that provides a better understanding of the communication needs of
intellectually - disabled tourist experience. Conclusions and recommendations for further research
are provided.
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INTRODUCTION

The disabled market is becoming a more significant market in tourism industry (Blichfledt and
Nicolaisen, 2011; Darcy, 2010; Huh and Singh, 2007). Governmental regulations concerning
disabled people have provided several guidelines for individuals with disabilities related to both
businesses and society which in turn directed attention to disabled people particularly in terms of
service providers in tourism and hospitality industry (Shaw and Coles, 2004).

Intellectual disability is one of the most important health problems in Europe (Wilhelmsson, et
al.,2010). Sharing in leisure activities, finding a relevant job, and living independently as possible
are key objectives for people with intellectual disability (Elder & Goosens, 1994; Sack and Mclean,
1997). However, Communication problems with people of intellectual disabilities are still very
common (Bott et al., 1997; Bradshaw, 2001; McConkey, et al., 1999a; McConkey, et al., 1999b).
According to The UN Convention on the Rights of People with Disabilities,
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communication barriers are considered one of the main obstacles to interact effectively with this
segment (Pinazo & Reina, 2017)

The integration of people with disabilities has recently gained more importance through inclusive
programs in education, employment and different support programs which generated groups who
communicate with intellectually disabled people (Keith et al., 2015; Metzel & Walker, 2001).

Likewise, there is a growing attention given in order to support communication between
intellectually disabled people and others interacting with them (Mirenda & lacono, 1990). Service
providers should be aware of communication capabilities of intellectually disabled people and
modify their communication performance accordingly (Bradshaw, 2001; Bartlett & Bunning,
1997). In this respect, McConkey, et al., (1999a) pointed out that staff communication contributes
to the challenging behaviors displayed by some people.

Previous research has examined the interaction between service providers and intellectually
disabled people (Bakken, et al., 2008; Bradshaw, 2001; Hall, 2008; Martin, et al., 2010; Pinazo &
Reina, 2017; Sack & McLean, 1997; Urea, 2012). The focus of these studies was on the quality
and quantity of contact, while less attention has been paid to the relationship between staff who
communicates with this segment and their actual communication needs (Bradshaw, 2001).

In spite of the efforts made to support communication with intellectually disabled people through
improving careers’ interactions (McConkey, et al., 1999a), there is lack of information regarding
how service providers in the tourism industry communicate with tourists with intellectual
disabilities.

Acting as intermediaries between tourists and the destination which involve a high-contact and
interaction, tour- guides are considered a key attribute in the success of tourist experience (Collins,
2000; Min, 2011; Min, 2012). One of the key requirements to exhibit interpersonal skills, tour
guides should communicate in a way that responds to the different needs of tourists (Min, 2011).
In other words, tour- guides' performance affects destination image, tourist satisfaction and loyalty
(Bowie & Chang, 2005; Chow, 2004; Nyahunzvi & Njerekai, 2013; Zhang & Chow, 2004).

Since communication competences of tour guides is a substantial determinant of the success of
tourist experience (Cohen, 1985; Leclerc & Martin, 2004; Pearce, 1984), tour guides’
communication performance could largely enhance the experience of tourists with intellectual
disabilities.

To one's surprise, there is a paucity of research that investigate communication competences of
tour guides when interacting with intellectually disabled in spite of the recognized significant role
played by tour guides in affecting tourist experience. The current study brings to the fore key
communication competences of tour guides interacting with intellectually disabled tourists.

Three important dimensions in particular are worthy to investigate. First, the potential contribution
of tour guides’ communications to the vacation experience of intellectually disabled experience
which has not been studied yet. Second, information on how tour guides perceive the importance
of different verbal and non-verbal communication methods when interacting with such a segment.
Third, to what extent do training workshops that provide information on different intellectual
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disabilities’ characteristics and communication needs assist tour guides to select the appropriate
communication behavior and adapt their performance to the different requirements of this segment.
The current study aims at filling these three gaps. It proposes a comprehensive model that
encompasses tour guides’ communication competencies (through verbal and non-verbal
communication methods) as well as guides' personal traits and behavioral patterns when dealing
with intellectually disabled tourists. Moreover, it provides tour guides with essential knowledge
and awareness of specific communication needs of intellectually disabled tourists. Thus, enhancing
tour guides understanding of this important segment.

LITERATURE REVIEW
Intellectually disabled tourists

The number of people with disabilities is increasing, there are 80 million people with disabilities
in Europe, and this number is predicted to increase with the aging of population (Pinazo & Reina,
2017). Approximately out of each one hundred people, three individuals live with some sort of
intellectual disability in the United States (Kressler, 2003).

Intellectual disability denotes considerable limitations in intellectual functioning and adaptive
behavior (AAIDD, 2009). Intellectual functioning describes an overall mental ability for example
learning and problem solving and is measured by 1Q test. As for adaptive behavior, it refers to
conceptual, practical and social skills which are learned and practiced by individuals in their daily
lives (Grossman, 1983; Kressler, 2003)

The prevailing classification of developmental disabilities is: mental retardation, cerebral palsy,
epilepsy, autism, and seizure disorders (Kressler, 2003)

Providing intellectually disabled people with opportunities to live a suitable life and practice
appropriate activities in their environment and communicating with others is of great importance
(Martin, 2010; Mirenda, & lacono, 1990; Sack & McLean, 1997).

Intellectual disability no longer viewed as a constant attribute of a person, instead it is regarded as
a “social-ecological” conception of the individual’s interaction with the environment (Harris &
Greenspan, 2016).

Intellectual disability depicts a level of impairment of intellectual functioning with the intensity of
the disability ranging from mild and moderate to severe and profound intellectual disability
(Bakken, 2008; Sack & McLean, 1997). While individuals with mild and moderate intellectual
disabilities can live independently, people with profound disability have problems in perception,
understanding, attention, memory, and reasoning (Sigafoos, 2016). It should be noted as well that
intellectually disabled people may have other types of disabilities such as physical disability
(Onley, 2001).

Generally, intellectual disabilities is a set of conditions of incomplete or arrested development of
the brain and associated structures, many of these conditions affect communication (Schalick I1I,
etal., 2012).
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Importance of communication for intellectual disabled

Successful communication is a substantial aspect in achieving quality of life of intellectual
disabled people (Martin, et al., 2010). Communication deficiencies are an inherent problem among
intellectually disabled people (Pinborough-Zimmerman et al., 2007; Sigafoos et al., 2016). It is
revealed that many intellectual disabled confront hard situations in which they feel frustrated due
to inability to convey their feelings and wants (Pinazo & Reina, 2017). Setting different resources,
strategies and information concerning different communication needs is a main concern to
overcome these obstacles (Pinazo & Reina, 2017).

Speech, language and communication disabilities are usually related to intellectually disabled
people (Sigafoos et al., 2016). In this respect, Martin et al., (2013) revealed that a lower extent of
communication ability is a main characteristic of individuals with intellectual disability.

There is a comprehensive definition of communication proposed by (Martin, et al., 2010, p. 306)
“a reciprocal process between at least two people of sending a message and interpreting it correctly
through both verbal and non-verbal means”.

Communication indicates sending and receiving messages, it may include “vocalization, spoken
language, using of non-vocal as well as non-speech methods for instance: using gestures in a
formal or informal way, manual signs, picture cards exchange and pointing to symbols/objects
(Sigafoos et al., 2016). Communication disability can range from developmental delay of early
communication (e.g. joint attention) to profound communication disability. The person who has a
severe impairment lacks a perceivable amount of speech or language and a deficiency in suitable
communication methods, they usually depends on other modes of communications such as
gestures, vocalization, body movements and facial expressions (Didden et al., 2009; Bradshaw,
2001; Sigafoos, et al., 2000; Sigafoos et al., 2016).

According to the severity of intellectual disability, communication impairment can be classified
into mild and moderate intellectual disability and severe and profound intellectual disability
(Bakken, et al., 2008; Sigafoos, et al., 2007). People with mild and moderate intellectual disability
have adequate speech and language to communicate appropriately with others. However, there is
a general area of delay in language development such as word utterances, problems in the grammar
used and taking turns in conversations (Schalick 111, et al., 2012; Sigafoos et al., 2016). For people
with severe and profound intellectual disability, they suffer significant communication problems;
that is to say, they have difficulties in both expression due to limited or absence of speech and in
understanding others (Sigafoos et al., 2016). In this concern, Olney (2001) pointed out that severe
disability has a thorough effect on person’s communication ability and interaction, Olney added
that intellectually disabled partners should have communication competences.

Communication plays a substantial role in individual’s daily interactions and in formal situations
in which a person interacts with service providers (Schalick 11, et al., 2012). Succeeding in
communicating with people with intellectual disability should consider assessing the current
communication ability of the individual as well as the type and intensity of speech, language,
communication disability and any other physical, hearing and sight impairment (Bradshaw, 2001;
Sigafoos et al., 2016)

Print ISSN: ISSN 2054-6424(Print), Online ISSN: ISSN2054-6432(0Online)


http://www.eajournals.org/

European Journal of Hospitality and Tourism Research
Vol.7, No.2, pp.1-25, May 2019
Published by European Centre for Research Training and Development UK (www.eajournals.org)

Since communication difficulties are prevalent among people with intellectual disabilities, staff
should assess the individuals’ communication capabilities and adapt their communication behavior
accordingly (McConkey, et al., 1999b; Schalick 111, et al., 2012). Furthermore, Van der Gaag &
Dormandy (1993) showed that the communication process become more effective when service
providers are aware of the communication abilities of individuals and modify their communication
style consequently .The adaptation process involves two dimensions: responding to specific needs
of individuals they are communicating with, and adapt their communication to the various
functions of communication such as giving instructions, eliciting opinions or social chats (
McConkey, et al., 1999b)

Mirenda and lacono, (1990) indicated that collecting necessary information concerning
communication abilities of intellectually disabled people is significant to identify obstacles of
communicating with this segment. Furthermore, lack of this knowledge may contribute to making
the staff interacting with this segment unaware of the attempts done by disabled to communicate.

Communication styles differ among people with intellectual disabilities; some may use speech,
others rely mostly on non-verbal communication. Practices of professional and service providers
who interact with them should be flexible accordingly (Gallagher, 2002; Keith et al., 2015; Sack &
McLean, 1997).

Verbal and non-verbal communication

Previous literature has identified two types of communication, verbal and non-verbal
communication (Bradshaw, 2001; Martin, et al., 2010; Onley, 2001). While verbal communication
includes using words to deliver messages, non-verbal communication does not involve speech
(Dyche, 2007; Martin, et al., 2010; Onley, 2001). Although using both methods of communication
is well established in literature, non-verbal communication is regarded as more significant in
conveying a message. It involves facial expressions, touch, gestures and body language (Martin,
et al., 2010).

Previous research has shown that communication with intellectually disabled people is a
challenging matter since there is a difficulty associated with receiving and understanding messages
(Martin, et al., 2010; Schalick 111, et al., 2012). It is revealed that failure of service providers to
adapt their communication methods to the communication abilities of the intellectually disabled,
for instance not paying a much concern to non-verbal communication, is one of the key obstacles
in communicating with this segment (Martin, et al., 2010; Wilhelmsson, et al., 2010; Sigafoos et
al., 2016).

The intense use of verbal communication by staff communicating with this segment is highly
reported (Bradshaw, 2001; Finaly et al., 2008; Healy & Noonan-Walsh, 2007). Using complicated
language which exceeds the communication abilities of individuals, using long sentences, and
posing more questions have also reported as problems related to staff communication with
intellectually disabled people (Healy & Noonan-Walsh, 2007). Misunderstanding of the
individual’s preferences as well as giving less concern to non-verbal communication have been
observed among staff presenting other communication barriers (Finaly et al.,
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2008; Martin, et al., 2010). In their studies, Balandin et al., (2001); Martin, et al., (2010) and
McConkey et al., (1999a) indicated that insufficient knowledge among service providers
concerning communication substitutions methods has a negative influence on communication
success.

Good communication is necessary to enhance the performance of service providers and to improve
the quality of life of this important segment (McConkey et al., 1999a; Pinazo & Reina, 2017).
Accordingly, improving the communication competences of tour guides is a key challenge for
successful interaction with intellectually disabled tourists.

Lack of necessary knowledge of different features and requirements of different disabilities as well
as lack of special designed training for professionals and service providers may represent key
obstacles in achieving successful communication with intellectual disabled people (Hall, 2008;
Pinazo & Reina, 2017; Sack and McLean, 1997). In their study Hogg et al., (2001) indicated that
people with profound intellectual and multiple disabilities (PIMDs) do not relay on verbal
communication. Instead, they depend on facial expressions, vocal sounds, body language and
behavior to communicate. Therefore, it is significant for those who provide support to
intellectually disabled people to gain more information concerning their means of communication
and adapt their communication behavior accordingly.

Tour guides: Role and communication competences

Previous literature has shown that those who interact with intellectually disabled people may
expose to situations which could not be predicted and that knowing specific communication needs,
information and strategies are important factors to overcome such situation and to succeed in
communication (Bradshaw, 2001; Pinazo & Reina, 2017; Sack & McLean, 1997).

Hall (2008) indicated that one of the main barriers in integration and inclusion of disabled people
is the “attitudinal barrier” and that training programs designed to raise awareness of disability
among service providers who interact with this segment has a significant positive effect on
employees’ understanding of the person’s disability and the difficulties he/she is meeting will
enhance the employees’ knowledge, attitude and performance in communicating with this segment.

Tour guide are one of those service providers who have a direct contact with tourists (Huang et
al., 2010; Weiler and Walker, 2014) and should develop their knowledge, attitude, and
communication abilities when interacting with this segment.

During the tour, tour guides have a high level of contact with tourists (Maka, et al., 2011).
Accordingly, tour guides’ performance is a substantial factor in achieving tourist satisfaction
(Ferguson, et al., 2016). In this concern, Rabotic (2010) showed that a positive tourist experience
is an important outcome achieved through the important role of tour guides and that contacting
and interacting with customers are key determinants that affect tourist perception of a tour guide
characteristics and service quality.

Tourists’ expectations are increasing, and this adds more responsibilities on tour guides to gain
more information and adapt to visitors’ needs (Weiler & Walker, 2014). Recently, there are various
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roles tour guides have to play from which communicative dimension in guiding is gaining more
importance (Leclerc & Martin, 2004; Maka, et al., 2011; Weiler & Black, 2014; Weiler & Walker,
2014). Much of the different roles of tour guides as a mediator of tourists’ physical access,
interactions with the local community and environment, and tourists’ cognitive and affective
access are carried out basically through verbal and non-verbal communication with tourists (Weiler
& Walker, 2014).

In their study, Black & Weiler (2005) pointed out that different expected roles of tour guides are
mainly depending on tour guides’ communication skills. Tour guides are playing a key role in
forming tourist experience and destination image, the prolonged interaction duration with tourists
distinguishes the service of tour guiding from other tourism services (Huang, et al., 2010).

Communication as a main function of a tour guide includes information exchange, interpretation,
and responding to the tourists’ inquiries. It is revealed that communication effectiveness is one of
the key dimensions for assessing the quality of a tour guide (Maka, et al., 2011).

The effectiveness of tour guides” communication competences positively affect tourist satisfaction
(Min, 2011). Therefore, expanding quality of tour guides’ communication competences to
intellectually disabled tourists should be considered.

Building on previous research that verify the influence of service providers’ communication
competences, attitude and traits on the successful interaction with intellectually disabled people
and according to previous studies which revealed the importance of using non-communication
methods among this segment, as well as the positive effect of disability awareness workshops on
raising service providers’ knowledge of intellectually disabled people’ communication needs, the
current study postulates the following hypotheses:

H1: Tour guides communication competences is a multidimensional construct encompassing
verbal, non-verbal communication and tour guides’ traits

H2: non verbal communication methods are more appropriate than verbal methods when
interacting with intellectually disabled people

H3: Disability awareness workshops have a positive impact on raising guides’ knowledge and
understanding of intellectually disabled tourists’ communication needs.

METHODOLOGY
Measurement

A measurement scale for perceived tour guides’ communication competences for interacting with
intellectually disabled tourists was developed. A six-stage research design was used involving item
generation, purification, exploratory factor analysis (EFA), confirmatory factor analysis (CFA),
reliability and validity tests and testing hypotheses.

Item generation

A preliminary pool of items was developed to assess the perceived communication competences
of tour guides interacting with intellectually disabled tourists: 32 items were deemed to represent
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the perceived verbal communication methods, these items were drawn from (Bradshaw, 2001;
Leclerc & Martin, 2004; McConkey, et al., 1999a; McConkey, et al., 1999b; Olney, 2011); the
non-verbal communication methods’ 28 items were adopted from (Leclerc & Martin, 2004; Martin
et al., 2010; Sigafoos et al., 2016; Ogletree et al., 2011; McConkey, et al., 1999b). Since tour
guides’ traits influence tourist’ s experience, (Ap & Wong, 2001; Leclerc & Martin, 2004)
integrating the tour guides’ traits dimension into a model that assesses tour guides’ communication
competences when interacting with intellectually disabled tourists was indispensable.
Accordingly, 12 items representing tour guides’ traits were adopted from (ELEVATOR, 2015;
Leclerc & Martin, 2004).

Item purification

The three dimensions and their corresponding items were presented to a list of 16 qualified tour
guides certified by the FEG (European Federation of Tourist Guides Associations) and ENAT
(European Network for Accessible Tourism). The selected tour guides have been engaged in the
T- GulDE project that trained a number of tour guides on basic principles to guide intellectually
disabled people.

The certified tour guides have been contacted through emails and were provided with a brief
introduction to the study objectives. They were asked to indicate the level of consent with the
battery of measures for the value of communication methods and tour guides traits developed based
on the extant literature. Then, they were encouraged to add items of either verbal, non-verbal
communication methods or tour guides’ traits that were not included in the existing set of
measures. They have been asked to rate dimension that is more important and prevalent while
communicating with intellectual disabled tourists: Verbal communication, Non-verbal
communication or both according to their experience of communicating with tourists with
intellectual disability. Finally, they have been required to select the items that they consider
relevant and important for all items of the three dimensions. Only three certified tour guides out of
16 have responded, 80 percent was used as a cut-point for their aggregated scores (Hardesty &
Bearden, 2004) .This stage resulted in deletion of 9 items concerning verbal communication and 2
items from non-communication methods and one item from tour guides’ traits. This stage of scale
development resulted in an initial pool of 59 items. All the above items were measured on 5- point
Likert scale ranging from 1 (strongly disagree) to 5 (strongly agree). Tour guides’ socio-
demographic variables represent the last part of the questionnaire.

Exploratory pretests

After deletion of all items that the tour guides recommended, a formal pretest was conducted with
the 59 items by asking 123 undergraduate students enrolled in guidance department in Faculty of
Tourism and Hotel Management, Helwan University, Egypt who are getting practical training in
tour guidance to complete the refined questionnaire. For the purpose of this study, a pretest-postest
format was used to assess levels of awareness and knowledge concerning communication with
intellectual disabled people. Students have been approached in their class rooms. Study objectives
and importance have been presented to the students before distributing the questionnaires.
Participating in the study was on a voluntary basis. Students who agreed to participate were asked
to fill in the pre-test questionnaires. After collecting the completed questionnaires, a short
workshop has been presented to the participants to provide them with necessary information
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concerning people with intellectual disability, types of intellectual disability, and different
communication methods with this segment. Additionally, the researcher presented a video of a
tour guide providing a training tour designed for tour guides leading tourists with intellectual
disability. The duration of the workshop was 2 hours. A post-test questionnaire with the same items
of verbal, non-verbal communication methods and tour guides’ traits was distributed immediately
after the workshop to assess whether students who attended a disability awareness workshop would
demonstrate a higher knowledge in disability matters and communication methods after attending
a professionally designed workshop. The post-test questionnaires were gathered after being
completed. Questionnaires that included uncompleted questions and pre-test questionnaires that
were not followed by post-test ones were considered invalid and have been excluded. A total of
114 pre-test and 114 post-test questionnaires were useable representing 93% response rate.

Collected data was subjected to exploratory factor analysis (EFA) to assess the dimensional
qualities of the scale. Factor analysis of tour guides’ communication methods showed that
Bartlett’s Test of Sphericity was significant (p<0.00) and KMO measure of sampling adequacy
was .836 which is above the recommended level (minimum value 0.60) (Hair, et al., 2006),
indicating that data was appropriate for factor analysis. A Principal Component Analysis with
Varimax rotation was used to explore the main attributes featuring appropriate communication
methods and tour guides’ traits. A number of criteria were used to determine the number of factors
extracted such as eigenvalue, scree plot, and percentage of variance, item communalities and factor
loadings (Hair et al., 2006). Only factors with eigenvalue greater than or equal to 1.0 were
considered, scree plots were also examined, items were retained if they load at 0.4 or more on a
factor and did not load at more than 0.3 on any other factor. Two items that belong to verbal
communication dimension, three items relate to non-verbal communication dimension and two
items that belong to tour guides’ traits dimension were removed as they failed to load at 0.400 or
above on any factor. The remaining 52 items were rerun and a new eight-factor structure emerged
with items clearly loading on their factors at 0.400 or above (Nunnally & Bernstein, 1994).

The eight constructs were named based on the items that loaded heavily on them: the first construct
with 9 items is concerned with “effective speakingVC1”, the second construct includes 5 items
associated with “active listening and reinforcement VC2”, the third construct is made up of 3 items
and is concerned with “reflecting and clarifyingVC3”. The fourth construct with 12 items related
to “kinesics NVC1*, the fifth construct with 7 items is concerned with “paralinguistics and haptics
NVC2”, the sixth construct includes 2 items associated with “smiling & using simple switches
NVC3”, the seventh constructs is made up of 5 items related to “personal traits TGT1” and the
eighth construct involves 4 items associated with “behavioral traits TGT2”. The total cumulative
variance explained by these eight constructs was 62% and their Cronbach’s alpha values were .73,
71, .70, .72, .74, .76, and .79 respectively which indicate good internal consistency (Nunnally,
1978).

Construct validation of the tour guide communication competences model (CFA)

For the full-scale test, the revised scale with the 52 items was administered to a sample of Egyptian
licensed tour guides who were attending a training course organized by the Egyptian Tourism
Ministry. Data collected throughout 9 sessions with different attendees over a period of four
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months from October 2018 to February 2019. The average of attendees in each session was 26
attendees. A pre-post test technique was also employed to assess the level of awareness and
knowledge of tour guides concerning communication methods and tour guides’ traits to guide
intellectually disabled tourists and the most important items according to their point of view before
and after the workshop. The researcher obtained a prior permission from the Ministry of Tourism
to distribute the questionnaires among the course attendees and participation was voluntary.

The questionnaire was originally written in English. A brief description of the study nature was
provided before distributing the pre-test questionnaire. The post-test questionnaires were
distributed immediately after the workshop.

The post-test questionnaires were collected after being completed. A total of 265 questionnaires
were distributed, 255 were returned while 246 of them were used for analysis after excluding a
number of questionnaires that most of its questions were not answered by the respondents. Pre-
test questionnaires that were not followed by post-test ones were considered invalid and have been
excluded as well. Thus, questionnaires used for analysis presented a valid response rate 0f92.8%.
Of the remaining 246 surveyed tour guides, 37 % were males while 63% were females, 68% were
between 20 and 29 years old, 72% were university graduates and 88 % of surveyed tour guides did
not guide intellectually disabled tourists before.

To verify the validity of the measurement model, confirmatory factor analysis (Hair et al., 2014)
was run to assess convergent and discriminant validity. AMOS program (version 20.00) was used
to evaluate the measurement model. Standardized factor loadings, composite reliability, and
average variance extracted (AVE) were calculated to assess the convergent validity of the
measurement model. The researcher did not expect the EFA factor analysis structure to be
completely verified, as data collected from students are typically less reliable than data gathered
in the field study. Expectedly, the 8-factor specification failed to converge. Analysis of
modification indices suggested that deleting the construct “smiling & using simple switches
NVC3”, might cause the data to converge. The construct was dropped from analysis since its two
items were captured by “kinesics NVC1”. Moreover, items with low loadings (less than .50) had
to be removed from further analyses (Anderson & Gerbing, 1988). The final confirmatory model
includes 34 item indicators and 7 latent factors. Table 1 shows the model estimates. All
standardized factor loadings of the 34 items ranged from .509 to .922, and all loadings were
significant at p<0.05. The coefficient alpha values ranged from .701 to .838, showing evidence of
the internal consistency of the items of each construct (Nunnally, 1978). Reasonable loading (0.44
- 0.97 with p=.000) between first- and second-order constructs also attests to convergent validity.
The composite reliabilities of the constructs ranged from .730 to .880, which exceed the acceptable
.70 level. The AVE values ranged from .44 to .63, which are approaching or greater than the
acceptable level of .50. The construct is close to or meets the criteria for convergent validity.

10
Print ISSN: ISSN 2054-6424(Print), Online ISSN: ISSN2054-6432(0Online)


http://www.eajournals.org/

European Journal of Hospitality and Tourism Research
Vol.7, No.2, pp.1-25, May 2019
Published by European Centre for Research Training and Development UK (www.eajournals.org)

Table 1: Results of confirmatory factor analysis

Standardized | Cronbach’s | Composite | Average

Construct and items o .
factor alpha reliability variance
loadings extracted

Effective speaking VC1 .780 .780 441

Using story-telling techniques | .668

V22

Using appropriate grammar and | .523

avoid using complicated tenses

V15

Using clear easy language V19 122

Presenting ideas clearly V18 .680

Talks (talks slowly, clearly, | .611

loudly, clear articulation) V9

Active listening and 758 .786 501

reinforcement VC2

Opinions Encourage them to talk | .820

and express their opinions. V10

Inviting other to do something 756

V20

Suggestions V11 .633

Using open questions V4 509

Reflecting and clarifying VC3 701 .730 .562

Using clarification V5 .836

Using positive language V6 .649

kinesics NVC1 822 .840 451

Using body movements NV8 .633

Laughing NV23 534

Using symbols (words, words | .819

approximations, objects,

photographs, line drawing, print,

manual signs) NV10

Listening NVV24 .686

Using body language NV3 549
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Maintaining direct eye contact 748

(Eye gaze )NV9

looking NV16 .566

Paralinguistics and haptics .830 .835 440
NVC2

Using objects that can be | .668
touched, smelled NV17

Using large print formats NV20 | .671

Giving ‘handouts’ which uses | .758
pictograms, graphic symbols or
pictures of the most important
objects/ sights NV18

Providing parts to be filled in/ or | .549
pictures to be painted by the
participants.NV19

Pointing to symbols/objects NV6 | .669

Using facial expression NV1 539
Using sign language NV4 .654
Personal traits TGT1 874 .880 .600
Being inclusive T8 677
Being perceptive T4 746
Being interesting T3 799
Being creative T5 817
Be flexible T11 .805
Behavioral traits TGT2 .838 .878 .630
Being patient T6 674
Being helpful T10 922
Being polite T9 872
Being natural T7 .641

Note: the standardized factor loadings were significant at the .05 level.

To examine the discriminant validity, Fornell & Larcker (1981) recommended that the AVE
estimates be greater than the squared correlation between any two constructs. As shown in Table
2, the AVE extracted in each construct was higher than the squared correlation between two
constructs, providing evidence of discriminant validity.
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Table 2: Correlation among constructs.

Construct VCl1 VC2 VC3 NVC1l NVC2 TGT1 TGT2

VC1 441
VC2 444> 501
VC3 560** 242%* .562

NVC1 B4T** A78** A480** 451

NVC2 .651** 312** .606** .650** 440

TGT1 .680** 381** 344** .664** 523** .600

TGT2 625** 296** .250%* .612** .389** (81** .630

Note: The bold numbers on the diagonal are the AVE. Off-diagonal elements are the squared

correlations among constructs, ** p<.01.

Structural equation modeling and hypothesis testing

Structural equation modeling was performed to confirm the validity of the suggested model, and
to test the hypothesized relationships between the constructs (first and second order constructs).
The goodness of fit statistics showed a good fit among the verbal communication’s sub-factors,
the non-verbal communication’s sub-factors, and tour guide’s traits sub-factors (y*df= 1127.348/
520) p <.001, RMSEA=.067, RMR=.043 GFI=0.91, CFI=0.93, NFI=0.92). The overall model’s
goodness-of-fit statistical results and the measurement model assessments support confirmation of
the 7-factor model for TGCC consisting of “effective speaking VC1”, “active listening and
reinforcement VC2”, “reflecting and clarifying VC3”, “kinesics NVC1%, “paralinguistics and
haptics NVC2”, “personal traits TGT1 * and “behavioral traits TGT2”.

Hypothesis 1 which posited that perceived tour guide communication competences TGCC is a
multidimensional construct reflecting verbal, non-verbal communication methods and tourguides
specific traits was supported. The results revealed that the perceived tour guide communication
competences is a higher-order construct consisting of seven first order factors that significantly
loaded on the higher construct TGCC. The factor loadings of “effective speaking VC1”, “active
listening and reinforcement VC2”, “reflecting and clarifying VC3”, “kinesics NVCI®,
“paralinguistics and haptics NVC2”, “personal traits TGT1 “ and “behavioral traits TGT2” on
TGCC are .84, .44, .45, .79, .63, .79, and .84 respectively. Furthermore, the R2 results for all sub-
constructs that represent verbal, non-verbal communication and tour guides’ traits are high (.70,
19, .20, .63, .39, .94, .70). Thus, the contribution of TGCC on its seven sub-constructs is good.
Moreover, H2 posits that non-verbal communication methods are more important than verbal
communication methods when interacting with intellectually disabled tourists. Results of
standardized regression/loadings of verbal and non-verbal communication methods demonstrated
that the factor associated with “effective speaking VC1” which relates to verbal communication
methods, and the factors of kinesics NVC1” and “paralinguistics and haptics NVC2”, which
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associate with non-verbal communication methods had the largest weights on the Tour Guide
Communication Competences (TGCC) with 0.84, 0.79 and 0.63 respectively. Accordingly,
hypothesis H2 is partially verified.
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Figure 1. Proposed model of tour guides communication competences interacting with
intellectually disabled tourists
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Differences in tour guides’ perception towards verbal and non-verbal communication and tour
guides traits before and after workshop

In order to determine if there were significant differences between tour guides’ perception towards
verbal and non-verbal communication and tour guides traits before and after workshop, a paired
sample t-test was performed on the data set. Table (3) illustrates the pre- and post-workshop ratings
of respondents on the 11 items relating to the verbal communication methods, the 14 items
representing the non-verbal communication methods and the 9 items relating to the tour guides’
traits. For the verbal communication methods, there were statistically significant improvements on
ratings of importance of all of these methods (P<0.05) except items “Using clear easy language”
and “opinions (encourage tourists to talk and express their opinions)”.

Mean scores of tour guides’ perception after workshop concerning non-verbal communication
methods significantly improved from pre-workshop ratings. Statistically significant differences
were also reported for non-verbal communication methods (P<0.05) except for “Laughing” and
“Listening” items. For perceived tour guides traits, there were statistically significant differences
as well in perceived tour guides’ traits. However, there were no significant differences concerning
“Being polite”, “Being helpful” and “Being flexible”.

For all of these methods, tour guides had higher mean scores compared to their scores before
workshop. The findings showed that the disability awareness workshop did have an impact on
increasing knowledge regarding disability matters. The increase in posttest scores provides
evidence of the positive impact of the disability awareness workshop. Accordingly, the third
hypothesis is verified.

Table (3) Differences in tour guides’ perception towards verbal and non-verbal
communication and tour guides traits before and after workshop

Construct and items Before Before Sig.
workshop workshop

Effective speaking VC1

Using story-telling techniques V22 4.2 4.5 0.000

Using appropriate grammar and avoid using complicated 4.3 4.6 0.000

tenses V15

Using clear easy language V19 4.6 4.7 0.575

Presenting ideas clearly V18 4.4 4.7 0.000

Talks (talks slowly, clearly, loudly, clear articulation) V9 4.6 4.9 0.000

Active listening and reinforcement VC2

Opinions (encourage tourists to talk and express their 4.3 45 0.061

opinions). V10

Inviting other to do something V20 3.7 4.1 0.000

Suggestions V11 3.7 4.1 0.000

Using open questions V4 35 3.9 0.004

Reflecting and clarifyingVC3

Using clarification V5 4.3 45 0.000

Using positive language V6 4.2 4.5 0.000

Kinesics NVC1
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Using body movements NV8 4.0 4.5 0.000
Laughing NV23 4.3 4.4 0.327
Using symbols (words, words approximations, objects, 4.3 4.7 0.000
photographs, line drawing, print, manual signs) NV10
Listening NV24 4.6 4.7 0.455
Using body language NV3 4.3 4.6 0.000
Maintaining direct eye contact (Eye gaze )NV9 4.1 4.9 0.001
looking NV16 4.0 4.5 0.000
Paralinguistics and haptics NVC2
Using objects that can be touched, smelled NV17 4.0 4.6 0.000
Using large print formats NV20 3.8 4.7 0.000
Giving ‘handouts’ which uses pictograms, graphic symbols 3.9 4.5 0.000
or pictures of the most important objects/ sights NV18
Providing parts to be filled in / or pictures to be painted by 3.8 4.3 0.000
the participants.NV19
Pointing to symbols/objects NV6 4.2 45 0.014
Using facial expression NV1 4.1 4.4 0.000
Using sign language NV4 4.1 4.6 0.000
Personal traits TGT1
Being inclusive T8 4.3 4.6 0.000
Being perceptive T4 4.3 4.6 0.000
Being interesting T3 4.5 4.7 0.000
Being creative T5 4.6 4.7 0.000
Being flexible T11 4.6 4.9 0.102
Behavioral traits TGT2
Being patient T6 4.6 4.7 0.028
Being helpful T10 4.7 4.8 0.056
Being polite T9 4.6 4.7 0.068
Being natural T7 45 4.6 0.008
16
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DISCUSSION

Building on recent advances in communication with people with intellectual disabilities (Bakken,
et al., 2008; Bradshaw, 2001; Hall, 2008; Martin, et al., 2010; McConkey, et al., 1999a;
McConkey, et al., 1999b; Mirenda and lacono, 1990; Pinazo & Reina, 2017; Sack & McLean,
1997; Schalick 111, 2012), this study extends the existing literature by investigating communication
competences of tour guides interacting with tourists with intellectual disability. Moreover, this
study introduces an integrative model including the verbal, non-verbal communication and tour
guides’ traits dimensions in assessing tour guides’ communication competences leading tourists
with intellectual disability. The current study examines the relative importance of non-verbal
communication methods in front of verbal communication methods according to tour guides’
perception. In addition, the study investigates the differences between the pre-test and post-test
workshop perceptions to assess the potential impact on raising the knowledge and awareness of
tour guides concerning the disabled tourist market and its inherent characteristics, requirement and
communication needs.

First, the study results indicate that the proposed model of perceived tour guide communication
competences TGCC in the case of guiding tourists with intellectual disability is a multidimensional
construct encompassing verbal, non-verbal communication methods and tour guides specific traits.
The findings of the initial contact that has been carried out with the three certified tour guides who
communicate with intellectually disabled tourists reveal also that verbal and non-verbal
communication are both important dimensions to guide this type of tourists. These findings are in
line with previous research showing the importance of communication to tour guides and tourists
alike; Ap and Wong (2001) showed that good communication skills are among key qualities and
standards tour guides should have. Likewise, Ryan and Dewar (1995) indicated that tour guides’
communication with the tourists enhance social interaction and that effective communication
abilities have a positive effect on tourist satisfaction.

On the other hand, findings reveal that tour guides’ traits is a significant predictor of effective
communication with intellectually disabled tourists since the two sub-constructs of tour guides’
traits loaded heavily on the TGCC model (.97, .84). Similarly, when asking the three certified
guides who actually guide intellectually disabled tourists, they confirmed the importance of
guides’ traits specifically being “patient” and “flexible”. However, they revealed that it is more
importantly for guides to be trained on showing appropriate attitude towards tourists with
intellectual disability. Comparing this result with the responses of the tour guides involved in the
field study, it appears that there may be slight differences on the importance weights of guides’
traits, this support that specialized training and practice could bring different perceptions and more
suitable attitude.

As expected, the non-verbal communication dimension with its two sub-constructs “kinesics
NVCl1*“and paralinguistics and haptics NVC2” have a considerable significant regression weights
on the TGCC compared with the verbal dimension with exception to the “effective speakingVC1”
sub-construct that has a high weight as well. This confirms findings of Martin, et al., study (2010)
that intellectual disabled people relay on nonverbal communication. Likewise, findings of Mirenda
and lacono study (1990) revealed that although both verbal and non-verbal communication are
used by intellectually disabled people, non-verbal communication is the most frequently observed
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among people with intellectual disability. However, there were important facts provided by the
three certified guides in this concern according to their experience in guiding this segment. They
revealed that some non-verbal communication methods are not appropriate for some types of
intellectual disability such as autism. On the other hand, they emphasized the importance of some
of these methods as contributors to effective communication such as “listening”. Previous results
suggest that designing different and more suitable specific types of training for different types of
intellectual disabilities will be indispensible.

Therefore, knowing the tourist’s disability type and communication abilities are of great
importance for tour guides’ success. In this respect, recent research has shown that the lack of a
comprehensive knowledge of different disabilities and basic requirements and the lack of
specialized training on the part of professional and staff communicating with people with
intellectual disability have a negative impact (Pinazo et al., 2017). Similarly, in their study, Sack
and Mclean (1997) revealed that the role of staff interacting with intellectually disabled people
should encompass the inherent communication abilities of all individuals.

Results also show that tour guides have higher mean scores compared to their scores before
disability awareness workshop for verbal, non-verbal communication methods and tour guides’
traits. These results support the assumption that the higher the level of training on different
communication requirements of intellectually disabled people, the higher the level of knowledge,
awareness and performance. These results are consistent with previous research (Weiler & Walker,
2014; Ap & Wong, 2001; Black, et al., 2001) that specialized training is substantial for tour guides
to enhance their performance and communication skills. Likewise, Sack and Mclean’s study
(1997) revealed that training provided to staff interacting with intellectual disabled people is
considered a valuable way to improve communication with people with intellectual disability.

Given the positive relationships between training tour guides and improving their performance,
official tourism bodies of tour guides should pay much concern to design specific training
programs to segments with special needs as a growing travel market particularly the
communication dimension in case of disabled visitors and consider their special requirements
during the visit. Therefore, being acquainted with the special needs of visitors could bring valuable
guiding insights and assist in organizing more relevant and rather disabled tailored guided visits.
Considering communication needs provides opportunities to every tourist with special needs to
actively participate in the tour regardless of his/her particular needs. In this concern, McConky, et
al., (1999b) indicated that the effectiveness of communication increases when staff can assess the
disabled communications and modify their communication style accordingly.

Improving tour guides practices in a way that enhances intellectually disabled tourists’ experience,
is a further important aspect that could make a disabled visit an enjoyable experience. For instance,
organizing guided tours to students with intellectual disabilities enrolled in private schools is
another area of interest that could enhance the ability and performance of tour guides and their
communicative role. Similarly, specialized programs should tailor students enrolled in guidance
departments in tourism faculties and colleges as potential tour guides who will communicate with
tourists with different types of disabilities.
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Practice will assist tour guides to improve their performance since it provides them with the
experience needed to communicate with this segment and better deal with unexpected situations
that might occur while dealing with disabled tourists and make their visit meaningful. This is
consistent with Sack and Mclean’s study (1997) which revealed that providing opportunities of
actual practice should be included in training courses designed to staff communicating with people
with intellectual disability.

Since successful communication is a key determinant to improve quality of life and care of people
of intellectual disability (Martin, et al., 2010), the ability of tour guides to communicate positively
with tourists with intellectual disability will ascertain that all travel segments have equal
opportunities to access tourism.

CONCLUSION

Although communication have been considered a significant approach to examine the
determinants of tourist satisfaction (Ap & Wong, 2001; Leclerc & Martin, 2004; Rabotic, 2010;
Ryan & Dewar, 1995; Weiler & Walker; 2014; Zhang & Chow, 2004)), yet no previous studies
have investigated communication competences of tour guides when interacting with intellectually
disabled tourist. The current study moved beyond prior research by adopting a multidimensional
approach that examines tour guides’ key communication skills when leading tourists with
intellectual disability. The study provides a conceptual and empirically verified framework that
captures tour guides’ perceptions of verbal and non-verbal communication as well as tour guides’
specific personal traits and behavioral patterns while interacting with intellectually disabled
tourists thereby extending existing research on people with intellectual disabilities.

The study concludes that tour guides’ communication competences remarkably contribute to the
visiting experience of intellectually disabled tourists and to their satisfaction. It suggests as well
that tour guides must take into consideration improving their knowledge, awareness and
communication skills regarding intellectually disabled tourists to enrich disabled visitors'
experience, specifically the non-verbal communication dimension which has a considerable
influence on the communication success. Likewise, the findings recommend that tour guides
should take into account the communication abilities of intellectually disabled people to satisfy
this important niche market and improve their quality of life. The study establishes the
representative dimensions of tour guides communication competences who engage with tourists
with intellectual disability and the relevant indicators that measure each dimension. Dimensions
and indicators that have been identified in the scale were validated by certified tour guides who
actually communicate with tourists with intellectual disability. Accordingly, tour guides can
accurately assess their performance, tourist satisfaction, the quality of certain services designed
for visitors with special needs and the required advancements that should take place.

The aim of this study is to raise awareness of the communication needs of tourists with intellectual
disability and improve the communication abilities of tour guides interacting with this segment to
make their tours more inclusive.

Although the current study is designed for tour guides, it may also be beneficial for other tourism
staff who provide information, escort intellectually disabled tourists throughout their visit, and
those who assist them. Accordingly, the study provides valuable contributions to tour guides and
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other tourism service providers who might engage with tourists with intellectual disabilities in
different tourism services settings.

More training programs that could respond to the specific needs of disabled market should be
considered. This is pertinent to official tourism authorities organizing regular training programs to
tour guides and faculties that have guidance departments to provide their students with courses
that are designed specifically for tourists with special needs. Acquiring such basic knowledge
regarding the specific needs of this segment, would definitely guarantee a better communication
between both parties. Concomitantly, it would deeply enhance the overall performance of tour
guides and enable them to better serve the disabled tourist market and provide more accessible
tourism services and activities.

In sum, this study makes several contributions to both tourism and disability research; the study
contributes to the tourism industry through suggesting ways which tour guides can use to improve
their communication competences when leading tourists with intellectual disability. It also
contributes to disability field as well through investigating ways of enhancing their tourism
experience and improving their quality of life.

Limitations and future research

Although the current study is considered an initial base for understanding the importance of tour
guides communication competences to enrich intellectually disabled tourist experience, a few
limitations should be mentioned. Findings are specific to intellectually-disabled tourists; therefore,
the study is not representative of other types of disabilities where differences may occur. Future
research should extend the current study and investigate the effect of tour guides performance and
communication competences on tourists with other different types of disabilities.

It is worthwhile as well for future research to go beyond a tour guide context and study the effect
of communication competences of other tourism service providers including accommodation,
flights, parks and other tourist attractions to better understand how service providers’
communication performance could influence intellectual disabled tourist experience and behavior.

Though the results revealed the significant impact of training workshops on raising awareness and
knowledge of tour guides regarding the intellectually disabled market, other potentially pertinent
factors such as assessing tour guides performance through on-the-job observations and satisfaction
of tourists might be included in future models.

One more possible extension to this study is to conduct a qualitative research by interviewing
intellectual disabled tourists after their vacation and investigate the effect of tour-guides'
communication competences on their satisfaction to gain more insights in this concern.
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