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Abstract

People with disabilities are the world's largest minority stakeholder group, and they

continue to face significant challenges in every aspect of their lives. This study

explored the transport and mobility decisions of consumers with disabilities (CWDs)

in the context of Nigeria, one of the world's largest developing countries, using the

conservation of resources theory and the intersection of travel decisions, disability

and country context regarding consumer behaviour. A total of 32 individuals with

varying disabilities were interviewed. A thematic analysis of qualitative data revealed

that CWDs make travel decisions based on their ability, as well as the availability,

accessibility, affordability and reliability of different modes of transport. This study

presents a conceptual framework illustrating the transport and mobility decisions of

CWDs and highlights practical implications for various stakeholders.

1 | INTRODUCTION

Transportation is an essential human activity; it opens opportunities

for work, education and engagement in social activities (Farinloye

et al., 2019). However, there is a lack of theoretical insights into the

impact of disability on consumers' transport and mobility decisions.

Mogaji and Nguyen (2021) noted researchers' and practitioners'

neglect concerning the transport and mobility decisions of consumers

with disabilities (CWDs), which has hindered the acquisition of theo-

retical and practical knowledge about this consumer group. Transport

and mobility decisions of CWDs are based not only on choosing a

mode of transportation but also deciding whether to go out at all

(Echeverri & Salomonson, 2019). According to Andrews et al. (2018),

while many people take moving from one place to another for

granted, this is not the case for many CWDs, whose travel experi-

ences are being disrupted because of inequitable access to transporta-

tion. Many of them cannot take advantage of the numerous benefits

of travelling and using various modes of transportation independently.

Individuals' travel decisions might be influenced by features in

their built environment (Farinloye et al., 2019). Efforts in providing

equitable access to transportation by many developed countries and

the global community have been recognised. For example, Sustainable

Development Goal 11 promises access to safe, affordable, accessible

and sustainable transport systems for all; the United States Americans

with Disabilities Act ensures access for disabled people; and the

United Kingdom's Inclusive Transport Strategy indicates that the gov-

ernment will ensure that people with disabilities (PWDs) have the

same access to transportation as everyone else and are able to travel

confidently, easily and without extra costs (Transport for

London, 2018). However, previous studies have often focused on the

immediate needs and rarely considered PWDs as CWDs who can

decide, explore options and request good customer service when

engaging with their transport service providers.

Often, the focus has been on students and children with disabil-

ities as they navigate their way to schools through approved and

regulated transport service providers (Lindsay, 2020; Lindsay &

Lamptey, 2019; Ross et al., 2020), and few studies have attempted to

gain a wider understanding of consumers who are presented with a

variety of choices in an unregulated market. Moreover, although

Dunnett et al. (2016) highlighted the need to understand how CWDs

explore various marketplaces and service interactions, the business

management insights of CWDs are few. With the exception of Eche-

verri and Salomonson (2019), who explored the mobility choices of

vulnerable consumers in southwest Sweden, research on CWDs has

been conducted through the lens of transportation and disability stud-

ies. More importantly, previous studies on the experiences of CWDs
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have been contextualised in developed countries with considerable

equitable access to transportation, whereas the social model of dis-

abilities (Oliver, 2013; Shakespeare, 2006) in many developing coun-

tries where an individual is disabled due to the disabling barriers they

face in society has rarely been explored. Therefore, it is imperative to

identify the inherent challenges with transportation infrastructures in

many parts of the developing world. Even though 1 billion people

worldwide have some form of disability, accounting for around 15%

of the global population, most PWDs live in developing countries

(World Bank, 2020).

Despite having the largest share of PWDs, only a few studies,

such as those conducted by Page and Assa (2017) and Mogaji and

Nguyen (2021), have explored the public transportation decisions of

PWDs in a developing country. Consequently, there is a lack of insight

into the experiences of CWDs, as transport services consumers in

many developing countries still struggle with insufficient transport

infrastructures (Kett et al., 2020; Mogaji, 2020). This study, therefore,

aims to fill this gap and contribute to much-needed insights. It aims to

gain an understanding of the transport and mobility decisions of

CWDs by investigating their levels of involvement, as well as the

functional and symbolic motivational factors affecting their mobility

decisions. To achieve these objectives, we collected and analysed

qualitative data from CWDs, using the conservation of resources

(COR) theory (Hobfoll et al., 2018) as the theoretical framework for

exploring their transport and mobility decisions.

The COR theory is a stress theory that explains the motivation

that drives individuals to pursue new resources while maintaining cur-

rent resources (Arachchige et al., 2022). It is considered suitable for

gaining an understanding of how CWDs navigate the transport servi-

cescape features and their personal characteristics (Dunnett

et al., 2016; Echeverri & Salomonson, 2019). Therefore, the COR the-

ory is well-suited for studying the behaviours of CWDs, as they recog-

nise their limited resources, especially in developing countries, and are

motivated to conserve these resources to meet their transport needs.

This study contributes significantly to the theoretical understanding

of consumer behaviour and transport services. First, it identifies the

behaviours of CWDs to gain an understanding of their transport and

mobility decisions, highlighting how their limited resources, level of dis-

ability and other demographic factors influence their mobility choices.

These insights expand on existing knowledge about these consumer

groups (Dunnett et al., 2016; Echeverri & Salomonson, 2019) and have

practical implications for addressing their service needs. Second, this

study provides insights from consumers in developing countries, moving

beyond Western, educated, industrialised, rich and democratic (WEIRD)

societies (e.g., Echeverri & Salomonson, 2019; Eskytė, 2019; Smith

et al., 2021) and deepening our understanding of these consumers'

unique infrastructural characteristics and challenges in shaping mobility

decisions. Third, it applies the COR theory to consumer behaviour,

beyond the traumatic stress strands of research (Arachchige et al., 2022;

Hobfoll et al., 2018), particularly for CWDs who are trying to conserve

their limited resources and need to make informed decisions about their

transport and mobility needs. In addition, it offers managerial implica-

tions for policymakers, transport operators, prospective investors and

social enterprise start-ups interested in meeting the transport needs of

these marginalised consumers.

2 | LITERATURE REVIEW

2.1 | Transport consumer behaviour

The usage of public transportation has reduced dramatically over the

years in many parts of the world owing to the growing number of

people who have their own vehicle and prefer to travel in it

(Cox, 2010). Many countries are concerned about this because of the

long-term consequences, such as air pollution, traffic congestion,

noise pollution and fuel shortage (Mogaji et al., 2022; Sumaedi

et al., 2012). To encourage individuals to shift from private to public

transportation, it is imperative to study the behaviour of both public

and private transport users and develop appropriate plans and strate-

gies to persuade private vehicle users to switch to public transport

(Lai & Chen, 2011).

When providing services, businesses, including public transporta-

tion firms, prioritise offering excellent quality of service and experi-

ence to their customers so that they will return in the future (Jin

et al., 2019; Moslem & Çelikbilek, 2020). An extensive amount of

research has been conducted on the impact of delivering good-quality

service to consumers, and the findings indicate that providing quality

services has a positive effect on consumers' future purchase inten-

tions (Clemes et al., 2008; Mogaji et al., 2021; Soetan et al., 2021).

Therefore, to retain their regular clients and attract new consumers to

their businesses, public transportation supervisors should prioritise

customer satisfaction (Wen et al., 2005). Constantly evaluating and

refining their services with the government's aid has a significant posi-

tive impact on the advancement of their transportation businesses

(Mogaji & Nguyen, 2021; Sumaedi et al., 2012).

Several researchers have reported that current service quality

may fall short of perceived consumer quality standards

(De Oña, 2020; Mogaji et al., 2021; Mugion et al., 2018). Therefore,

various scholars have proposed that service quality be measured

based on consumers' perceptions, as meeting their expectations is

crucial to retaining them (Erkan, 2019; Gökerik et al., 2018; Soetan

et al., 2021). Furthermore, Erkan (2019) suggested that a company

can deliver excellent service to its consumers based on their standards

yet still fail to impress the consumers or meet their expectations.

Therefore, to retain existing consumers and encourage people to

switch from private to public transport, policymakers and transporta-

tion firm supervisors must implement appropriate measures to ensure

that the quality of service provided is consistent with consumers' per-

ceived service quality (Clemes et al., 2008).

2.2 | Consumer disability

The World Health Organization (WHO) defines disability as any physi-

cal or mental condition that makes it more difficult for individuals to
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perform certain activities (activity limitation) or interact with the world

around them (participation restrictions). CWDs have limited access to

society; some have a physically disability and cannot move parts of

their bodies, whereas others have an intellectual disability that pre-

vents them from performing most everyday activities (Park &

Chowdhury, 2018). Therefore, the availability and convenience of

public transportation play a significant role in their lives. Accessibility

to public transportation is beneficial, allowing them to move freely

and interact with others as they commute, which can uplift their mood

(United Nations, 2007).

WHO (2020) reported that over 1 billion people in the world live

with some form of disability due to demographic trends and increases

in chronic health conditions. As the number of PWDs has increased

over the years and individuals who do not have a disability have

grown accustomed to their presence in society, they are increasingly

being viewed and identified as consumers exploring various market-

places and service interactions (Dunnett et al., 2016; Echeverri &

Salomonson, 2019). PWDs are also being portrayed positively in the

media since television shows, films and advertisements have started

to present them as regular human beings. According to Burnett and

Baker (2001), there is less stigma attached to them; therefore, people

have started to change their attitudes and accept them as equal mem-

bers of society. Nevertheless, most people have a long way to go in

becoming familiar with them and recognising them as equal members

of society (Burnett & Baker, 2001).

According to Yau et al. (2004), among all industries, tourism is

one in which PWDs have not received numerous benefits, as com-

plete physical and mental well-being is often required to participate in

such activities. However, it has been predicted that the number of

PWDs will increase continuously over time due to disabilities acquired

during one's life as a result of accident or illness, as well as the rapidly

ageing population (Chang & Chen, 2012). Consequently, PWDs have

recently been recognised as potential consumers (Yau et al. (2004)).

Chang and Chen (2012), however, claimed that the facilities provided

to PWDs by airlines and other modes of transportation are inade-

quate to fulfil their special requirements. Issues such as the inability to

travel with ease, long queues, and the lack of adapted toilets and

onboard wheelchairs may deter PWDs from travelling (Chang &

Chen, 2012; Daniels et al., 2005).

2.3 | The theoretical framework

The COR theory (Hobfoll et al., 2016; Hobfoll et al., 2018) was

adopted as the theoretical underpinning for this study to gain an

understanding of how CWDs conserve their limited resources to eval-

uate their transport and mobility decisions. The COR theory is a stress

theory that describes the motivation that leads people to seek new

resources while conserving their current ones (Hobfoll et al., 2018).

According to the COR theory, stress does not emanate from the indi-

viduals' appraisal of events; instead, it is based on the central social,

environmental and cultural demands on people to obtain and protect

the circumstances that enhance their well-being and to distance

themselves from threats to it (Hobfoll et al., 2018). Therefore, stress

arises from the difficulties in achieving the common goals that enable

members of a society to thrive. In this study, we recognise that certain

consumers' disabilities present a form of difficulty and a limit to their

resources in accessing different modes of transportation (Mogaji &

Nguyen, 2021).

Resources include objects, conditions, personal attributes or ener-

gies of value to an individual that enable them to access other valuable

possessions (Holmgreen et al., 2017). The fundamental concept of the

COR theory is that people strive to build, protect and retain resources;

any threat to the individual is a potential or actual loss of valuable

resources. Disability presents that threat and expects the individual to

explore alternative options (Mogaji & Nguyen, 2021). The COR theory is

centred on resources, the loss of which culminates in stress. According

to one of its principles, “resource loss is disproportionately more salient

than resource gain” in both the degree and speed of impact (Hobfoll

et al., 2016, p. 117). This principle implies that the loss of a certain

resource causes more stress than its corresponding gain. According to

this theory, tension mainly stems from the loss and threat of loss of

resources (Holmgreen et al., 2017). The theory also states that individ-

uals must invest resources to safeguard against and recover from

resource depletion, as well as acquire additional assets (Hobfoll et al.,

2018). This principle describes how the complex relationships between

resource gain, loss and distress influence various health behaviours.

The basic tenet of the COR theory states that PWDs are motivated

to use transportation as a means to help them protect their current

resources and acquire new ones (Hobfoll et al., 2018). They use trans-

portation to perform income-generating activities such as getting to

work and performing other duties, which allows them to gain more

financial resources. Based on the theory, PWDs are pressured to use

transportation because of the central environmental, social and cultural

demands on individuals to enhance and avert threats to their well-being

(Hobfoll, 2001). In this case, the main threat to PWDs' well-being is a

lack of sufficient financial assets, the existence of which would enable

them to conserve their existing resources and seek more resources. The

environmental, social and cultural contexts also require individuals to

engage in suitable income-generating activities for survival.

Beyond the medical model of disability, which has been the pre-

dominant perspective on disability for centuries, where disability is per-

ceived as an individualistic medical problem and impediments are

contextualised within the person (Bunbury, 2020; McMillan

et al., 2020), the theoretical positioning of this study recognises the

social model of disability (Oliver, 2013; Shakespeare, 2006), especially in

developing countries with limited infrastructures to enhance the well-

being of the consumers (Mogaji & Nguyen, 2021). CWDs are disabled

due to the disabling barriers they face in society and a lack of support,

further highlighting the need for the society to recognise that transpor-

tation provides a vital link for them to participate in daily activities that

enhance their social welfare. They are also influenced by the COR theo-

ry's second principle, which is that they must invest resources to protect

themselves against losses, recover from losses and gain resources

(Halbesleben et al., 2014). Thus, transportation serves as a means that

enables them to conserve their existing resources.

MOGAJI ET AL. 3



3 | METHODOLOGY

3.1 | Interpretivist, qualitative research

Interpretivist, qualitative research (Bell et al., 2018) involving CWDs in

Nigeria was conducted to gain an understanding of their transport and

mobility decisions. This approach has been deemed appropriate for gaining

an in-depth understanding of the lived experiences of CWDs beyond just

a numerical and quantitative measure (Farinloye et al., 2019). It also recog-

nises the various interactions and intersections of the person, the disability

and the decision-making processes (Echeverri & Salomonson, 2019). This

method allows for open and detailed answers to be obtained from partici-

pants as they share their experiences (Baker et al., 2015). Notably, this

approach was adopted by Echeverri and Salomonson (2019), who

explored the mobility choices of vulnerable consumers in southwest

Sweden, as well as in an Mogaji and Nguyen (2021), which was part of a

larger study that investigated the travel satisfaction of CWDs in Nigeria.

3.2 | The developing country context

Contextualising this study in Nigeria is significant for many reasons.

First, it is one of the largest developing countries and emerging global

economies (Sharma et al., 2020; Soetan et al., 2021), has an estimated

200 million inhabitants – accounting for about 20% of Africa's popula-

tion (Hinson et al., 2021), and has inherent challenges regarding trans-

port infrastructure (Mogaji et al., 2021), socio-economic context (Soetan

et al., 2021), technological limitations (Abdulquadri et al., 2021) and dis-

satisfied CWDs (Mogaji & Nguyen, 2021). Second, according to WHO,

about 29 million of Nigeria's 195 million total population were living

with a disability in 2018 (World Bank, 2020). The number of PWDs in

Nigeria exceeds that of many other countries' whole populations. Third,

given its size, position and influence within developing countries,

Nigeria serves as a template for many other developing countries, as

they often share similar challenges, such as a growing population, insuf-

ficient infrastructure and limited financial resources (Mogaji, 2020).

These unique features make it an ideal context for theoretically explor-

ing the transport and mobility decisions of CWDs.

3.3 | Sampling and participant recruitment

Participants were recruited through a non-governmental organisation

(NGO) in Nigeria that is heavily involved in advocating for and supporting

PWDs. The invitation was sent out by email, social media and personal

contact. Interested participants were asked to contact the NGO to regis-

ter. Participants were chosen based on the following criteria: they were

aged 18 or over, had a form of physical disability, and could travel using

different means of transportation (Mogaji & Nguyen, 2021). This study

used the same demographics as Mogaji and Nguyen (2021): 32 partici-

pants. Their ages ranged from 18 to over 60, with males (59.4%, n = 19)

outnumbering females (40.6%, n = 13). Most participants had mobility

impairments/physical disabilities (59.4%, n = 19). This group was followed

by those with vision disabilities (25%, n = 8) and those with hearing

disabilities (15.6%, n = 5). Most of the participants were employed

(40.6%, n = 13), whereas some were self-employed (28.1%, n = 9) or

unemployed (25%, n = 8), and a couple (6.25%, n = 2) were university

students. Moreover, most of them lived in an urban region (53.2%,

n = 17), while some resided in a diverse area (n = 9; 28.1%), and only six

(18.7%) lived in a rural area. Table 1 presents the participants' full details.

3.4 | Data collection

To collect the primary data, semi-structured interviews were con-

ducted in person between October 2020 and February 2021 using an

interview guide (see Appendix for interview protocol and interview

guide). The questions were based on the COR theory, which was

employed as the framework for identifying the factors influencing the

transport and mobility decisions of CWDs. The questions were also

based on the COR theory's four key constructs, which postulate that

individuals are motivated to acquire and conserve resources while

minimising their loss (Hobfoll et al., 2018). The questions centred on

the four key constructs of resources as they pertain to CWDs:

1. Objects: Access to different modes of transportation;

2. Condition: The level and complexity of disability;

3. Personal characteristics: Gender, residential location, level of edu-

cation and work experience; and

4. Energies: Level of awareness and knowledge of accessible means

and alternative modes of transportation.

The open-ended questions aimed to qualitatively explore the con-

sumers' challenges, decision-making processes and cognitive judgements. A

coded serial number was used to distinguish each participant, removing all

identifiable information such as age, place of employment and residence.

3.5 | Data analysis

This study's first author analysed the qualitative data progressively on

NVivo, a qualitative analysis software tool, using Braun and Clarke's

(2006) six phases of thematic analysis, as illustrated in Figure 1. The

analysis yielded themes that describe consumer transport and mobility

decisions, which were subsequently collated and assigned to a rele-

vant overarching theme. Table 2 summarises the 77 initial codes

(derived from the third phase of thematic analysis) that were later

sorted into 19 sub-themes (derived from the fourth phase of thematic

analysis) and finally into five main themes addressing the research

objectives (derived from the fifth phase of thematic analysis).

3.6 | Credibility and authenticity

As described in Mogaji and Nguyen (2021), considerable effort was

made to ensure this study's credibility and authenticity. On
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15 September 2020, the third author's University Ethics Committee

granted ethical approval for this research (decision no: 906/QD-

DHKY-QLKHHTQT). All ethical considerations were implemented

(see Mogaji and Nguyen, 2021). After obtaining informed consent,

data were collected from participants and stored in a secure location

where no unauthorised person had access. The participants' identify-

ing details were separated from the data, which was published in an

anonymised form. We ensured that the data collection process did

not harm or distress any individual. There was also a member check

(Merriam & Tisdell, 2015), which involved sharing the transcribed data

with participants to confirm that their responses were documented

accurately. Furthermore, the team and partners performed rigorous

peer debriefing, check-coding and constant data comparison (Miles

et al., 2013), providing a detailed account of the methods, procedures

and decision points as this study was conducted (Shenton, 2004).

4 | FINDINGS

Thematic analysis of qualitative data on transport and mobility deci-

sions of CWDs identified five themes that affect their decision-

making process: ability, availability, accessibility, affordability and

TABLE 1 Demographics of participants.

Participant codea Gender Age Disability Education Employment Residential location

M/24/MP/SS/ST/U Male 18–24 Mobility/physical Secondary school Student Urban

M/29/MP/BD/EM/U Male 25–29 Mobility/physical Bachelor's degree Employed Urban

M/34/VS/PS/EM/M Male 30–34 Vision Primary school Employed Mixed

M/39/HR/PS/EM/U Male 35–39 Hearing Primary school Employed Urban

M/44/HR/BD/EM/R Male 40–44 Hearing Bachelor's degree Employed Rural

M/49/HR/BD/EM/U Male 45–49 Hearing Bachelor's degree Employed Urban

M/54/MP/MS/EM/U Male 50–54 Mobility/physical Masters Employed Urban

M/59/MP/MS/EM/U Male 55–59 Mobility/physical Masters Employed Urban

M/60/MP/MS/SE/M Male 60+ Mobility/physical Masters Self employed Mixed

M/24/MP/SS/SE/R Male 18–24 Mobility/physical Secondary school Self employed Rural

M/29/VS/SS/UE/M Male 25–29 Vision Secondary school Unemployed Mixed

M/34/VS/SS/EM/U Male 30–34 Vision Secondary school Employed Urban

M/29/VS/SS/SE/U Male 25–29 Vision Secondary school Self employed Urban

M/34/MP/BD/UE/R Male 30–34 Mobility/physical Bachelor's degree Unemployed Rural

M/29/MP/PS/UE/M Male 25–29 Mobility/physical Primary school Unemployed Mixed

M/24/VS/BD/UE/U Male 18–24 Vision Bachelor's degree Unemployed Urban

M/24/MP/BD/SE/M Male 18–24 Mobility/physical Bachelor's degree Self employed Mixed

M/24/VS/MS/EM/R Male 18–24 Vision Masters Employed Rural

M/24/MP/SS/ST/U Male 18–24 Mobility/physical Secondary school Student Urban

F/24/MP/BD/EM/U Female 18–24 Mobility/physical Bachelor's degree Employed Urban

F/29/MP/BD/SE/R Female 25–29 Mobility/physical Bachelor's degree Self employed Rural

F/34/MP/BD/SE/U Female 30–34 Mobility/physical Bachelor's degree Self employed Urban

F/29/MP/BD/UE/U Female 25–29 Mobility/physical Bachelor's degree Unemployed Urban

F/34/MP/PS/EM/M Female 30–34 Mobility/physical Primary school Employed Mixed

F/44/MP/BD/SE/U Female 40–44 Mobility/physical Bachelor's degree Self employed Urban

F/49/MP/BD/UE/U Female 45–49 Mobility/physical Bachelor's degree Unemployed Urban

F/54/MP/MS/UE/U Female 50–54 Mobility/physical Masters Unemployed Urban

F/54/MP/MS/EM/U Female 50–54 Mobility/physical Masters Employed Urban

F/59/HR/PS/SE/M Female 55–59 Hearing Primary school Self employed Mixed

F/60/VS/BD/UE/M Female 60+ Vision Bachelor's degree Unemployed Mixed

F/39/VS/PS/SE/R Female 35–39 Vision Primary school Self employed Rural

F/39/HR/PS/EM/M Female 35–39 Hearing Primary school Employed Mixed

aThe participants code is generated though combination of the personal characteristics - Gender: (F, female; M, male); Age: (highest age on bracket);

Disability: (HR, hearing; MP, mobility/physical; V, vision); Education: (PS, primary school; SS, secondary school; BD, bachelor's degree; MS, master's

degree); Employment: (EM, employed; SE, self-employed; UE, unemployed; SS, students) and Residential Location: (M, mixed; U, urban; R, rural).
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reliability. These themes will be discussed in this section. Selected

quotes will also be used to support these themes.

4.1 | Ability

The study recognises that each participant's disability varies. In

deciding which travel mode to use, participants often consider

whether they can operate it based on their level of disability. This

decision is primarily about their independence and control. Partici-

pants indicated that their disability had not prevented them from

using modes of transport that enhance their freedom. This ability

evaluation could mean owning a car or cycling within the

neighbourhood.

One participant shared his experience of how having a custom-

built car allowed him to use his wheelchair in it:

“I needed to transport myself around without the

struggle of this public transport, and I looked around to

see if I could get a custom-built car. I was introduced

to a local engineer who did a very good job; he seemed

to know what I wanted. It's like a minivan, in which I

ride on my wheelchair from the back, and I can control

the steering wheel with my hands as I drive. People

who see me through the window may not even know I

am in a wheelchair”. (M/59/MP/MS/EM/U)

A participant who is deaf and who can cycle shared her experi-

ence of riding her bicycle around her neighbourhood:

“My disability has not stopped me from cycling to the

shop, and I don't need to wait for anybody to come and

support me outside. I only struggle when I go on public

transport, but I feel safe using my bicycle; I am indepen-

dent in this area. People will often be surprised when they

see me cycling, but you need to know that my ear doesn't

affect my leg; although I get some imbalance when I cycle,

I can manage myself”. (F/39/HR/PS/EM/M)

ManyCWDs, particularly thosewith physical disabilities, must consider

their mode of transportation. Participants shared their experiences with

motorised (automatic car) and non-motorised (walking)modes of transport:

“I had an accident, and that's why I cannot walk again. I

used to drive manual cars before; I have the skills and

enough ability to drive an automatic car, and that's what I

have now. I can get to my car and drive it; it's easier, and

I still have my independence”. (M/59/MP/MS/EM/U)

“Walking is a form of transportation, and I use it often; it

is free and offers a form of independence. I am aware of

my environment, and I walk with my cane. I know my

boundaries, but I am very safe”. (M/34/VS/SS/EM/U)

F IGURE 1 Data analysis stages. Adapted from Braun and Clarke's (2006), Badejo et al. (2021) and Kaur et al. (2022)
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TABLE 2 Summary of key themes.

Sl. No. Initial codes Sub-themes Main themes

1. Able to use lower limb to drive automatic car Level of their disability Ability

2. Able to use lower limb to cycle

3. Ability to navigate the environment

4. Ability to converse and engage to find way

5. Ability to explore different transport mode Skills for independency

6. Existing knowledge before transition

7. Being able to drive before accident

8. Ability to cycle even with disability

9. Ability to walk even with disability

10. Custom-built car Financial ability

11. Access to manual or automatic car

12. Access to manual or electric wheelchair

13. Ability to maintain equipment

14. Easy access to transport mode Options of other means of transportation Availability

15. Availability of self-service operators

16. Availability of bus stops

17. Awareness about immediate environment Residential location

18. Awareness about routes

19. Availability of transport to work

20. Shared mobility on road (e.g., Uber) Huge reliance on road transportation

21. Public transport on roads

22. Limited access to train

23. Limited access to ferry

24. Can be easy to book Shared mobility

25. Easy access to transport

26. Drivers' reluctance

27. Entering buses in a rush Ease of access Accessibility

28. Being rushed

29. Lack of patience from other customers

30. Missing their stops

31. Blind people needing cues Level of disability

32. Audio-visual announcements for deaf and dumb

commuters.

33. Ramp and entrance doors for wheelchair users

34. Inadequate doors and entrance Design of the mode of transportation

35. No ramp to access trains/platform

36. Ticket barriers on buses

37. Unsuitable mode like Tricycles

38. Custom built cars

39. Accessible ramp Feature of the built environment

40. Way finders

41. the layout

42. Information about the site

43. Parking spaces for disabled drivers

44. Need a chauffeur Comfort Affordability

45. Not struggling to move around

(Continues)
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These findings illustrate the varying degrees of ability of the

CWDs, particularly those with non-physical forms of disability, for

example, those with neurodivergence or autism, as this also limits

their independence and control.

4.2 | Availability

Those who cannot afford a custom-built car (a custom-designed or

bespoke car adapted to the customer's specific needs, for example,

hand pedals besides the gear or elevated seats) or use non-motorised

modes of transportation rely on the availability of other means of

transport, especially public transport. Participants had to ensure that

they had transport services around their residences and workplaces.

This research found that CWDs' transport and mobility decisions were

based on readily available modes. Their immediate residential area

(last-mile journey) and outward journey plan influenced this availabil-

ity. For example, many CWDs noted that getting to the bus stop was

difficult but their subsequent journey was more manageable:

“I struggle to get to the bus stop from my house. I use

the wheelchair, and getting to the bus stop is not easy.

The roads in my area are not good (poor physical infra-

structure; potholes in roads, untarred roads or flooded

TABLE 2 (Continued)

Sl. No. Initial codes Sub-themes Main themes

46. Paying for quality service

47. Pay an additional cost for being disabled Cost implication

48. Drivers' reluctance unless commuters pay extra

49. Custom-built cars

50. Last mile travel

51. Reluctance in going out

52. Paying more for available mode Convenience

53. May choose to walk, not minding the risk

54. Using motorcycle while others walk last mile

55. Falls Health and safety because they cannot

afford travel mode56. Attack

57. Abuse

58. May not be guaranteed Reliable transport services Reliability

59. Inherent challenges with transport infrastructures,

60. Poorly designed built environment

61. Unreliable drivers and operators Operators' poor service

62. Delayed services

63. Ignores disabled commuters' request

64. Operates irregular services

65. Need for timely service delivery

66. Need more women as transport operators

67. scheduled time of departure and arrival Structured service provision

68. Designated time

69. Notifying family and friends of pickup time

70. Planning with reliable transport operators for safety

71. Planning with reliable transport operators for timely

arrival

72. Aware of their vulnerability Security concerns

73. Seeking transport operators that are reliable and can

guarantee their safety

74. Custom-built care

75. Using the train

76. Using known operator

77. Deciding on right time to travel
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motorways make movement risky and exacerbate the

risk of injury), and it's not easy using my wheelchair,

but once I get to the bus stop, it's easier to get to

work”. (F/49/MP/BD/UE/U)

In addition to the availability of modes of transport at the desig-

nated stop, consumers shared their concerns about relying solely on

road transportation. Most noted that the choices were limited since

they can only use available road transportation:

“Why can't I use the ferry to work? Why can't I travel

on the train to the north? We all rely on public trans-

portation, which is congested; other forms of transport

are not available, and we have to choose what we

have”. (F/44/MP/BD/SE/U)

“I am blind and I have to rely on buses, which are

the only ones available for me. I would like to use

a train that I know has a designated time to leave;

I could plan for myself and feel safer. I might have

to change my job or move house to benefit from

other available modes of transportation”. (M/24/

VS/MS/EM/R)

Even those who want to share transportation to make their travel

easier often have problems with drivers failing to pick them up. Some

participants gave their thoughts on shared-mobility drivers and ride

availability:

“You request these rides, and the driver starts com-

plaining about the stress you are causing them. It's a

struggle to help you put your wheelchair away; they

can be very rude, and I noticed that some people have

started cancelling my request. These Ubers are no lon-

ger available”. (F/34/MP/BD/SE/U)

“I requested a ride on my phone, and I tried to describe

where I was, but this driver actually cancelled my trip,

saying he couldn't locate me. At least if I were visible, I

would have stopped him myself. These little things can

disrupt your whole day”. (F/39/VS/PS/SE/R)

4.3 | Accessibility

Accessibility refers to the ease of accessing and commuting in a mode

of transport. Accessibility features include entrance doors for wheel-

chairs, tactile features for those who are blind, and audio-visual

announcements for commuters who are deaf and blind. Participants

revealed their frustration at being unable to access available modes of

transport. They referred to their difficulties getting on buses, missing

stops and being unfairly treated:

“These public transports are not accessible for disabled

commuters. I struggle to use them with my wheelchair;

it's not convenient at all, and these operators have not

invested much in making them accessible. I guess they

see no value in doing that”. (F/44/MP/BD/SE/U)

“Accessibility is also about making you feel safe and

secure on the bus, and you don't want to miss your

stop because someone [the conductor] has ignored

your bus stop request; you don't want to be ignored

because people just can't be bothered.” (F/39/HR/PS/

EM/M)

Accessibility includes not only the mode of transportation but

also all other connecting points of the journey. The lack of accessibil-

ity could be due to the absence of a ramp or a lack of signage and

information about the site. One participant, who had a custom-built

car, shared his experience:

“I remember changing the meeting venue because

there was no accessible entrance. Even though I came

in my car, I felt it would be difficult to access this place,

so my travel decisions are also influenced by how

accessible the building is”. (M/59/MP/MS/EM/U)

A participant who is visually impaired expressed her concerns

about attending an event with a poor layout:

“I don't feel comfortable travelling to some places.

I was invited to a networking event, and I just could

not find my way; it was a very odd place to navigate.

I just couldn't continue, and I had to go back home.

There are some places that are not accessible and diffi-

cult to navigate for people who are visually impaired

like me”. (F/60/VS/BD/UE/M)

Feelings of frustration surface and may impede social life, as flexi-

ble seating arrangements on various modes of transport are not read-

ily available. Accessibility problems are present not only in

transportation to a venue but also in public spaces, as there are lim-

ited accessible toilets, changing facilities and lifts that make it easy to

navigate public areas.

4.4 | Affordability

Everyone wants to be comfortable while navigating a place. Many

participants shared that they would prefer a chauffeur or a dedicated

tour guide to accompany them from their home to their destination if

affordability was not an issue. They expressed their concerns about

the financial implications of their transport and mobility decisions.

They also noted that they pay an additional cost since they are
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disabled and require access to available means of transportation.

Participants with custom-built cars highlighted this cost implication:

“It was not cheap to build a car; you can't find this type

of car on the market, and I know how much it cost me

to get it up here. Though it's not perfect yet, I like it,

and I have my independence. So many people have

asked me about it, but they are often discouraged by

the cost implication. This customisation is expensive”.
(M/59/MP/MS/EM/U)

Furthermore, the additional cost and security implications of

shared mobility and last-mile travel concern CWDs. One participant

shared how they had to take an Uber to get to work since it is the saf-

est and most convenient means of transport; however, it is expensive

to maintain. Another shared her concerns about using a commercial

motorcycle:

“Many people can walk the distance between the junc-

tion [bus stop] and my house, but I have to take an

Okada [commercial motorcycle]. You can imagine how

much that costs every day to go from one to the other.

It's expensive, but I have to work and still feel safe”.
(F/54/MP/MS/EM/U)

Participants must also decide whether or not to attend social and

religious events because of the financial implications. They carefully

consider whether it is necessary to go or whether they would prefer

to save their money:

“My friends invite me to different parties, but I tell

them I am not coming out unless they can get me an

Uber. If it's not work- or business-related, I sometimes

choose to stay at home; I am very mindful of incurring

another cost for transportation”. (M/24/MP/BD/

SE/M)

Moreover, participants discussed affordability based on the avail-

able mode of transportation. Some may take an Okada (a commercial

motorcycle), which is cheaper than Uber (shared mobility), whereas

others may choose to walk and not mind the risk since they cannot

afford other modes of transportation:

“In the morning, I try to use the Okada because I leave

very early and it is dark. Although it's expensive, it's for

my safety. But in the evening, I walk back. To me, it is

very risky, but I am surviving, and I am saving some

money”. (M/34/VS/PS/EM/M)

“I have fallen many times because I couldn't figure out

my steps. I am struggling to navigate, and I wish I could

use Okada. But how many times would I use Okada?

How much will I have to spend on transportation?

I have to make some hard decisions”. (M/34/VS/SS/

EM/U)

Financial considerations also influence CWDs' travel decisions.

For example, one participant shared how he bought a car and hired a

driver to take him anywhere he wanted to go:

“I know how difficult it is to manoeuvre myself around

this city with my disability, and I know I could afford to

buy a car, and I have done this; I hired a driver on a

part-time basis to chauffeur me around when I need

to go to a meeting. I think it's easier, but I know

not everyone can afford to make such a decision”.
(M/60/MP/MS/SE/M)

4.5 | Reliability

Reliability is considered the primary decision-making factor when

participants select which mode of transport to use. According to

87% of participants, reliable transport services are essential for their

travel needs. However, they did acknowledge that reliability is not

guaranteed, considering the inherent challenges with transport

infrastructures, the poorly designed built environment and even the

attitude towards CWDs. Participants discussed their efforts to

ensure that the selected means of transport are reliable, prompt,

responsive and safe.

“I have been using this Okada man regularly because

he understands my situation and is very respectful.

Even if he is busy with another customer when I call

him, I always want to wait for him.” (M/54/MP/MA/

EM/U)

“Many bus drivers are not patient with us, which

always causes accidents; everyone is in a hurry. Now I

plan my journey; I go out in the afternoon when it's

more relaxed, and I want a reliable service that I can

use without getting injured.” (M/39/HR/PS/EM/U)

Additionally, participants highlighted their concerns about operators'

poor service, ill treatment, occasional borderline dismissive customer

service and unwillingness to accommodate the needs of CWDs or

provide an adequate level of care. One participant even suggested

that they need more women as transport operators, as perhaps they

would be more empathetic:

“Most of these transport operators are men, always in

a rush. I once had a female Uber driver, and I could see

the difference. She was very understanding and empa-

thetic. We need more women in this sector. More

women support disabled commuters, as they can be

more supportive than the men”. (F/59/HR/PS/SE/M)
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Furthermore, participants noted that they avoid operators and

modes of transport that provide irregular services. They often base

their transport and mobility decisions on previous experiences with

timely service delivery. This behaviour reinforces their reluctance to

travel on public transport if the system does not properly display and

adhere to scheduled arrival and departure information. Due to this

uncertainty, 84% of participants preferred to use ride-sharing apps,

for example, Uber or Bolt, because of their reliability in terms of

schedule and effective planning. Participants offered some examples

of how they used reliable transport services within their control:

“I want to leave my house at a particular time to get to

my destination at a specific time, and I wouldn't say I

like waiting at the bus stop, struggling to see who will

wait for me. So I prefer to use Uber when I can afford

it. I want a reliable service that gets me to my destina-

tion on time”. (M/29/VS/SS/SE/U)

“I have a regular Keke (tricycle) that I use. The driver is

on my speed dial and is very responsive. I don't mind

paying to be the only one he carries because it is easier

to have my wheelchair there. Even when I am going to

an event, I always call him to take me.” (M/54/MP/

MA/EM/U)

Interestingly, many participants often make arrangements with

dependable transport operators to guarantee their safety and timely

arrival:

“I find it easier to use Okada (motorcycle) to commute

to work. I have a regular rider that I use. He picks me

up in the morning and drops me at work, and then he

comes back to pick me up. He is very good, and I like

him. I pay him at the end of the journey. It has been a

good arrangement for over 9 months”. (M/29/MP/

BD/EM/U)

“An Uber driver lives in my compound, and I often

make arrangements with him when I go out. It is more

dignified and convenient, but it can sometimes be

expensive.” (F/24/MP/BD/EM/U)

Moreover, security concerns influenced travel decisions of

CWDs. They recognised their vulnerability and therefore preferred to

use means of transport that guarantee safety for at-risk customers. A

participant with a custom-built car shared his experience of feeling

secure in his vehicle, and others discussed their experience with using

the train, emphasising its reliability and safety:

“I had to get this custom-built car to ensure my secu-

rity to some extent. I am very vulnerable when in that

wheelchair, and therefore I want a reliable mode of

transport that can guarantee my safety; I want to be in

control, safe and able to manage my time”. (M/59/

MP/MS/EM/U)

“I used the train to Lagos, which I found very safe. The

only challenge was getting to the platform and onto

the train. The train left at the scheduled time; I had my

seat and arrived at my destination on time for my host

to pick me up.” (F/54/MP/MS/UE/U)

“I got on the train knowing that I was going to the last

terminal; I didn't need to remind any conductor about

my destination. I was able to follow the signs and see

where we were. I think the provision of that informa-

tion can be helpful for deaf people who may not hear

the stops being called.” (F/34/MP/PS/EM/M)

5 | DISCUSSION

Using the COR theory (Bove & Pervan, 2013; Hobfoll et al., 2016;

Hobfoll et al., 2018), this study explored the transport and mobility

decisions of CWDs. It presented consumer behaviour connections

that integrated travel decisions, disability and country context. While

most CWDs in developed countries may have the needed support

and infrastructure, many CWDs in Nigeria, one of the world's largest

developing countries, struggle to use the available modes of transport.

Poor infrastructure, negative attitudes and inept services may have

negatively affected their mobility decisions.

As illustrated in Figure 2, the conceptual framework that emerged

from our thematic data analysis showed how consumers seek justifi-

cations for their travel activities, questioning whether they should go

out to work and social or religious events. Furthermore, consumers go

through different stages of evaluation, starting with their ability to use

and operate means of transportation and progressing to the reliability

of these modes of transport. According to the COR theory, many

CWDs manage their limited resources; however, this is often insuffi-

cient, as they must make compromises regarding their safety, arrival

time, comfort, convenience and financial implications.

This study identified CWDs' reluctance, vulnerability and anxiety

as they explore alternatives outside their immediate residential envi-

ronment, which led to further disadvantages. Their social status, trans-

port infrastructure and convenience level influence their immediate

residential environment. Therefore, many are reluctant to leave their

present location due to their familiarity with the area. Moreover, they

have an established network of transport service providers, limiting

their opportunity to explore other areas that may enhance their job

prospects and access to education or training. This constraint aligns

with findings from the United States Bureau of Transportation Statis-

tics, which indicate that 3.6 million Americans with travel-limiting

disabilities do not leave their homes, and 70% of them reduce their

day-to-day travel (Brumbaugh, 2018). Similarly, in England, adults with

a disability made 26% fewer trips than those without a disability

(Department of Transportation, 2021). If these challenges are
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encountered in developed countries with considerable support, the

experiences of CWDs in developing countries with limited infrastruc-

tures are possibly worse.

Consumers' levels of disability and their transition towards dis-

ability (Davenport et al., 2022) have influenced their transport and

mobility decisions. Some individuals are self-sufficient enough to navi-

gate their cities, whereas many have to rely on family members and

friends for support (Mogaji & Nguyen, 2021). As seen in participants

with custom-built cars, consumers' transition into disability highlights

those who were previously able to drive cars but became disabled,

either by accident or sickness, yet continue to find ways to apply this

skill.

Other personal characteristics were also found to impact con-

sumers' transport and mobility decisions. Female participants, for

example, were more mindful of their safety and travel time, as they

feared being attacked. Moreover, employed participants preferred to

use reliable modes of transport to get to work on time. Although it

may be costly, young participants use technology to aid their trans-

port decisions. Notably, irrespective of these characteristics, making

transport decisions is frequently difficult, as these individuals must

still evaluate their stress thresholds and identify strategies to conserve

and manage their resources (Bove & Pervan, 2013; Hobfoll et al.,

2016; Hobfoll et al., 2018).

5.1 | Theoretical contributions

First, this study expands the current body of knowledge concerning

CWDs (Dunnett et al., 2016; Echeverri & Salomonson, 2019; Navarro

et al., 2014; Navarro et al., 2015), especially in developing countries

(Mogaji & Nguyen, 2021), and highlights the social model of disabil-

ities (Oliver, 2013; Shakespeare, 2006), where CWDs are left in a

precarious state as they navigate their environment. As there is a lack

of theoretical understanding of these marginalised and under-

represented consumers (Khan et al., 2019; Yau et al., 2004), this

research's insights extend existing data on these consumer groups

and offer practical implications in addressing their service needs.

Second, this study contributes significantly to the theoretical liter-

ature on consumer behaviour and transport services. As stated in the

introduction, there is limited understanding of how CWDs explore

various marketplaces and service interactions, and the business man-

agement insights of CWDs are few. Therefore, this study contributes

to identifying behaviours of CWDs to understand their transport and

mobility decisions, highlighting how these were influenced by their

limited resources, level of disability and other demographic factors.

Our findings align with those of studies conducted by Watermeyer

et al. (2019), Echeverri and Salomonson (2019) and Kett et al. (2020),

which explored transport infrastructure and CWDs' preference for

personal cars and taxi services that guarantee safety and reliability.

Third, this paper expounds the COR theory (Bove &

Pervan, 2013; Hobfoll et al., 2016; Hobfoll et al., 2018) by going

beyond the traumatic stress strands of research on CWDs with limited

resources and access to transport facilities. Broadening this theory

allowed us to gain a better understanding of consumer behaviour, par-

ticularly how CWDs conserve resources and make informed decisions

about their transport and mobility needs. We also moved beyond

WEIRD societies to investigate how consumers in developing coun-

tries manage their resources, deepening our understanding of how

their unique infrastructural characteristics and challenges shape their

mobility choices and decisions (Kett et al., 2020; Nguyen &

Mogaji, 2022b).

This study's final key contribution is the development of a theo-

retical framework (Figure 2) that increased our knowledge of CWDs'

transport and mobility decisions. Based on our findings, this

F IGURE 2 Conceptual
framework for disabled
consumers' transport and mobility
decisions.
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framework illustrates the different decision-making stages that CWDs

go through as they explore their travel options. We posit, based on

the theoretical framework, that an individual's ability forms the basic

foundation of their transport and mobility decisions, and this is fol-

lowed by a different exploratory context for discerning whether or

not to engage in travel activities.

5.2 | Practical implications

Transport providers must make an effort to improve their service

quality. Their staff must be well trained in supporting CWDs. The dif-

ferent modes of transport should be modified to ensure equitable

access, and audio-visual cues should be installed to enhance cus-

tomers' experience. Operators must guarantee that their service offer-

ings are reliable in terms of arrival time, security and staff attitude.

Furthermore, concession fees for CWDs should be considered by

transport operators, as this policy could help those with financial

difficulties.

There are various transport service options targeted towards

CWDs. While it is recognised that providing transport services could

be capital-intensive (Nguyen & Mogaji, 2022a), the goal is to position

this service as a social enterprise, with entrepreneurs pursuing busi-

ness ventures for the social good. This social enterprise may offer

custom-built cars for wheelchair users, on-demand transport, as well

as accessible, timely and reliable services.

Holstein et al. (2021) identified the benefits of the digitisation of

services for PWDs. Therefore, developers in developing countries

must explore avenues for transportation's digital transformation,

which may involve the following: collaborating with social entrepre-

neurs to allow customers to book customised cars on their mobile

phones; enabling customers to share their location on service pro-

viders' secured platforms; and integrating artificial intelligence and

assistive technologies to enhance CWDs' transport and mobility deci-

sions. Moreover, this digital transformation must be inclusive, trans-

parent and easy to use for the target customers (Mogaji, 2022).

Considering that the built environment impacts consumer trans-

port satisfaction (De Vos et al., 2016; Farinloye et al., 2019), devel-

opers must improve their designs to make them more inclusive and

accessible. For example, they could design ramps with a suitable gradi-

ent to support wheelchair users, provide wayfinders, incorporate tac-

tile and audio features into traffic lights, and ensure that walkways

have appropriate tactile paving to allow customers with a visual

impairment to access their environment.

Charities and NGOs working with PWDs should provide more

support and raise awareness of various transport options. They could

also apply for financial assistance via the corporate social responsibil-

ity initiatives of various firms to provide CWDs with carers and sup-

port workers, travel vouchers that help with transportation costs, as

well as funds for electric wheelchairs, wheelchair repair, hearing aids

and other devices that enhance their travel experiences. Moreover,

there should be training on assistive technology, mobility as a service

and mobile apps to aid with their travel planning. Furthermore, PWDs

must seek work and learning opportunities beyond their comfort

zone. They should be aware of how and where to obtain support to

access their communities safely.

Governments and policymakers bear significant responsibility for

enhancing the transport and mobility experience of CWDs. According

to Mogaji, Adekunle, et al., (2021); Mogaji, Balakrishnan, et al., (2021),

the COVID-19 pandemic provided a reason for increased investment

in developing countries' transport infrastructure. Therefore, govern-

ments must upgrade their countries' insufficient transport infrastruc-

ture, provide discounted travel fares for CWDs, and implement

policies to guarantee that means of transportation and built environ-

ments are inclusive and easily accessible.

This study has identified critical practical implications for CWDs,

as well as their friends and family. While they work hard to manage

their resources, their friends and family must be understanding, given

the government's or transport operators' limited support. This sugges-

tion is consistent with those in Page and Assa's (2017) study on the

social exclusion of public transport users with disabilities in Papua

New Guinea and Mogaji and Nguyen's (2021) research on transporta-

tion satisfaction of PWDs in Nigeria, where they rely on their family

and friends to aid them in accessing transportation.

6 | CONCLUSION, LIMITATIONS AND
FUTURE RESEARCH DIRECTIONS

In this study, the transport and mobility decisions of CWDs have

been investigated, and we revealed that CWDs make travel deci-

sions based on their ability, as well as the availability, accessibility,

affordability and reliability of different modes of transport. This

study has limitations, however, which will hopefully be addressed in

future research. First, since it was qualitative in nature, the factors

affecting transport and mobility decisions of CWDs could not be

adequately quantified. Therefore, future studies could adopt a quan-

titative approach to test this research's proposed framework. Sec-

ond, the study's context is centred only on Nigeria. While the

country holds a unique position among the developing countries

globally, this study's findings cannot be generalised to developed

countries. Therefore, future studies should endeavour to yield

results that are also valid in advanced economies. Since the findings

indicated that CWDs are reluctant to leave their present locations,

future research should examine the impact of disability on residential

locations and travel activities. Moreover, the results indicate that

there is an emotional burden attached to disability due to the impa-

tience of others and the rudeness of bus drivers; therefore, future

studies should explore this in greater detail to determine whether

and how it affects the consumers' overall experience. Finally, future

research should investigate and validate the proposed conceptual

framework for transport and mobility decisions of CWDs.

ACKNOWLEDGEMENTS

This research was supported by the University of Economics Ho Chi

Minh City under Grant number 2021-12-19-0726.

MOGAJI ET AL. 13



CONFLICT OF INTEREST

The authors declare no conflicts of interest.

DATA AVAILABILITY STATEMENT

The data that support the findings of this study are available from the

corresponding author, (Emmanuel Mogaji), upon reasonable request.

The data are not publicly available due containing information that

could compromise the privacy of research participants.

ORCID

Emmanuel Mogaji https://orcid.org/0000-0003-0544-4842

REFERENCES

Abdulquadri, A., Kieu, T. A., & Nguyen, N. P. (2021). Digital transformation

in financial services provision: A Nigerian perspective to the adoption

of chatbot. Journal of Enterprising Communities: People and Places in the

Global Economy, 15(2), 258–281.
Andrews, N., Clement, I., & Aldred, R. (2018). Invisible cyclists? Disabled

people and cycle planning–a case study of London. Journal of Trans-

port & Health, 8, 146–156.
Arachchige, A. J., Quach, S., Roca, E., Liu, B., Liew, A. W. C., & Earl, G.

(2022). Understanding high-involvement product purchase through an

innovative machine learning approach: A case of housing type choice.

Journal of Consumer Behaviour. Earlycite. https://doi.org/10.1002/cb.

2055

Badejo, F. A., Charles, S., & Millisits, J. (2021). Financial well-being of

sportswomen. International Journal of Sport Policy and Politics, 13(2),

299–319.
Baker, S. M., Labarge, M., & Baker, C. N. (2015). Consumer vulnerability:

Foundations, phenomena, and future investigations. In K. Hamilton, S.

Dunnett, & M. Piacentini (Eds.), Consumer vulnerability: Conditions, con-

texts and characteristics (pp. 13–30). Routledge.
Bell, E., Bryman, A., & Harley, B. (2018). Business research methods. Oxford

University Press.

Bove, L. L., & Pervan, S. J. (2013). Stigmatized labour: An overlooked ser-

vice worker's stress. Australasian Marketing Journal, 21(4), 259–263.
Braun, V., & Clarke, V. (2006). Using thematic analysis in psychology. Qual-

itative Research in Psychology, 3(2), 77–101.
Brumbaugh, S (2018). Travel patterns of American adults with disabilities,

U.S. Department of Transportation, Office of the Secretary of trans-

portation, Bureau of Transportation Statistics, Washington DC

Bunbury, S. (2020). Disability in higher education–do reasonable adjust-

ments contribute to an inclusive curriculum? International Journal of

Inclusive Education, 24(9), 964–979.
Burnett, J. J., & Baker, H. B. (2001). Assessing the travel-related behaviors

of the mobility-disabled consumer. Journal of Travel Research, 40(1),

4–11.
Chang, Y.-C., & Chen, C.-F. (2012). Meeting the needs of disabled air pas-

sengers: Factors that facilitate help from airlines and airports. Tourism

Management, 33(3), 529–536.
Clemes, M. D., Gan, C., Kao, T.-H., & Choong, M. (2008). An empirical anal-

ysis of customer satisfaction in international air travel. Innovative Mar-

keting, 4(2), 50–62.
Cox, P. (2010). Moving people: Sustainable transport development. Blooms-

bury Publishing.

Daniels, M. J., Rodgers, E. B. D., & Wiggins, B. P. (2005). “Travel Tales”: An
interpretive analysis of constraints and negotiations to pleasure travel

as experienced by persons with physical disabilities. Tourism Manage-

ment, 26(6), 919–930.
Davenport, E. C., Johnson, D. R., Wu, Y. C., Thurlow, M. L., Qian, X., &

LaVelle, J. M. (2022). An analysis of disability groupings and transition

planning experiences. The Journal of Special Education, 56(1), 37–48.
00224669211024593.

De Oña, J. (2020). The role of involvement with public transport in the

relationship between service quality, satisfaction and behavioral inten-

tions. Transportation Research Part A: Policy and Practice, 142,

296–318.
De Vos, J., Mokhtarian, P. L., Schwanen, T., Van Acker, V., & Witlox, F.

(2016). Travel mode choice and travel satisfaction: Bridging the gap

between decision utility and experienced utility. Transportation, 43(5),

771–796.
Department for Transport, 2021. Transport: Disability and accessibility

statistics, England 2019/20. Department for Transport, London,

England.

Transport of London (2018) The inclusive transport strategy: Achieving

equal access for disabled people

Dunnett, S., Hamilton, K., & Piacentini, M. (2016). Consumer vulnerability:

Introduction to the special issue. Journal of Marketing Management,

32(3–4), 207–210.
Echeverri, P., & Salomonson, N. (2019). Consumer vulnerability during

mobility service interactions: Causes, forms and coping. Journal of Mar-

keting Management, 35, 364–389.
Erkan, I. (2019). Insight into consumer experience on UK train transporta-

tion services. Travel Behaviour and Society, 14, 21–33.
Eskytė, I. (2019). Disabled people's vulnerability in the European single

market: The case of consumer information. Journal of Consumer Policy,

42(4), 521–543.
Farinloye, T., Aririguzoh, S., & Kieu, T. A. (2019). Qualitatively exploring

the effect of change in the residential environment on travel behav-

iour. Travel Behaviour and Society, 17, 26–35.
Gökerik, M., Gürbüz, A., Erkan, I., & Sap, S. (2018). Surprise me with your

ads! The impacts of guerrilla marketing in social media on brand image.

Asia Pacific journal of marketing and logistics, Surprise me with your

ads! The impacts of guerrilla marketing in social media on brand image.

Halbesleben, J., Neveu, J., Paustian-Underdahl, S., & Westman, M. (2014).

Getting to the “COR”. Journal of Management, 40(5), 1334–1364.
Hinson, R. E., Nguyen, N. P., Nwoba, A. C., & Soetan, T. O. (2021). Market-

ing bank services to financially vulnerable customers: Evidence from

an emerging economy. International Journal of Bank Marketing, 39(3),

402–428.
Hobfoll, S. (2001). The influence of culture, community, and the nested-

self in the stress process: Advancing conservation of resources theory.

Applied Psychology, 50(3), 337–421. https://doi.org/10.1111/1464-

0597.00062

Hobfoll, S., Halbesleben, J., Neveu, J., & Westman, M. (2018). Conserva-

tion of resources in the organizational context: The reality of resources

and their consequences. Annual Review of Organizational Psychology

and Organizational Behavior, 5(1), 103–128. https://doi.org/10.1146/
annurev-orgpsych-032117-104640

Hobfoll, S., Tirone, V., Holmgreen, L., & Gerhart, J. (2016). Conservation of

resources theory applied to major stress. Stress: Concepts, Cognition,

Emotion, and Behavior, 65–71. https://doi.org/10.1016/b978-0-12-

800951-2.00007-8

Holmgreen, L., Tirone, V., Gerhart, J., & Hobfoll, S. (2017). Conservation of

resources theory. In S. E. Hobfoll (Ed.), The handbook of stress and

health (pp. 443–457). Sage.
Holstein, E., Wiesel, I., Bigby, C., & Gleeson, B. (2021). People with intel-

lectual disability and the digitization of services. Geoforum, 119,

133–142.
Jin, Z., Schmöcker, J. D., & Maadi, S. (2019). On the interaction between

public transport demand, service quality and fare for social welfare

optimisation. Research in Transportation Economics, 76, 100732.

Kaur, J., Wadera, D., & Gupta, S. (2022). Sustainable consumption prac-

tices in Indian households: A saga of environment management linked

to Indian ethos and generational differences. Society and Business

Review, 17(3), 441–468.

14 MOGAJI ET AL.

https://orcid.org/0000-0003-0544-4842
https://orcid.org/0000-0003-0544-4842
https://doi.org/10.1002/cb.2055
https://doi.org/10.1002/cb.2055
https://doi.org/10.1111/1464-0597.00062
https://doi.org/10.1111/1464-0597.00062
https://doi.org/10.1146/annurev-orgpsych-032117-104640
https://doi.org/10.1146/annurev-orgpsych-032117-104640
https://doi.org/10.1016/b978-0-12-800951-2.00007-8
https://doi.org/10.1016/b978-0-12-800951-2.00007-8


Kett, M., Cole, E., & Turner, J. (2020). Disability, mobility and transport in

low-and middle-income countries: A thematic review. Sustainability,

12(2), 589.

Khan, N., Korac-Kakabadse, N., Skouloudis, A., & Dimopoulos, A. (2019).

Diversity in the workplace: An overview of disability employment dis-

closures among UK firms. Corporate Social Responsibility and Environ-

mental Management, 26(1), 170–185.
Lai, W.-T., & Chen, C.-F. (2011). Behavioral intentions of public transit

passengers—The roles of service quality, perceived value, satisfaction

and involvement. Transport Policy, 18(2), 318–325.
Lindsay, S. (2020). Accessible and inclusive transportation for youth with

disabilities: Exploring innovative solutions. Disability and Rehabilitation,

42(8), 1131–1140.
Lindsay, S., & Lamptey, D. L. (2019). Pedestrian navigation and public tran-

sit training interventions for youth with disabilities: A systematic

review. Disability and Rehabilitation, 41(22), 2607–2621.
McMillan, C., Milligan, J., Hillier, L. M., Bauman, C., Donaldson, L., & Lee, J.

(2020). Why do challenges still exist in primary care for patients with

spinal cord injury? Exploring the medical model through a social dis-

ability lens. Canadian Journal of Disability Studies, 9(4), 111–137.
Merriam, S. B., & Tisdell, E. J. (2015). Qualitative research: A guide to design

and implementation. John Wiley & Sons.

Miles, M. B., Huberman, A. M. & Saldana, J. (2013). Qualitative data analy-

sis. Sage: London.

Mogaji, E. (2020). Impact of COVID-19 on transportation in Lagos, Nigeria.

Transportation research interdisciplinary. Perspectives, 6, 100154.

Mogaji, E. (2022). Wishful thinking? Addressing the long-term implications

of COVID-19 for transport in Nigeria. Transportation Research Part D:

Transport and Environment, 105, 103206.

Mogaji, E., Adekunle, I., Aririguzoh, S., & Oginni, A. (2022). Dealing with

impact of COVID-19 on transportation in a developing country:

Insights and policy recommendations. Transport Policy, 116, 304–314.
Mogaji, E., Adekunle, I. A., & Nguyen, N. P. (2021). Enhancing transporta-

tion service experience in developing countries: A post pandemic per-

spective. The future of service post-COVID-19 pandemic, volume

1, 177.

Mogaji, E., Balakrishnan, J., & Kieu, T. A. (2021). Examining consumer

behaviour in the UK energy sector through the sentimental and the-

matic analysis of tweets. Journal of Consumer Behaviour, 20(2),

218–230.
Mogaji, E., & Nguyen, N. P. (2021). Transportation satisfaction of disabled

passengers: Evidence from a developing country. Transportation

Research Part D: Transport and Environment, 98, 102982.

Moslem, S., & Çelikbilek, Y. (2020). An integrated grey AHP-MOORA

model for ameliorating public transport service quality. European

Transport Research Review, 12(1), 1–13.
Mugion, R. G., Toni, M., Raharjo, H., Di Pietro, L., & Sebathu, S. P. (2018).

Does the service quality of urban public transport enhance sustainable

mobility? Journal of Cleaner Production, 174, 1566–1587.
Navarro, S., Andreu, L., & Cervera, A. (2014). Value co-creation among

hotels and disabled customers: An exploratory study. Journal of Busi-

ness Research, 67(5), 813–818.
Navarro, S., Garz�on, D., & Roig-Tierno, N. (2015). Co-creation in hotel–

disable customer interactions. Journal of Business Research, 68(7),

1630–1634.
Nguyen, P. N., & Mogaji, E. (2022a). Marketing communications strategies

for public transport organisations. In O. Adeola, P. Katuse, & K. Kakra

(Eds.), Public sector marketing communications: Foundational and con-

temporary issues (pp. 23–56). Cham.

Nguyen, P. N., & Mogaji, E. (2022b). Information Technology for Enhanc-

ing Transportation in developing countries. In N. Chemma, M.

Abdelli, & A. Awasthi (Eds.), Management and information technology in

the digital era: Challenges and perspectives (Vol. 29, pp. 98–112).
Bingley.

Oliver, M. (2013). The social model of disability: Thirty years on. Disability &

Society, 28(7), 1024–1026.
Page, O., Assa, J., 2017. Social exclusion of disabled public transport users:

Insights from Port Moresby, Papua New Guinea. 10th Urban Mobility

India Conference & Expo 2017/Codatu XVII, Hyderabad. Accessed

9 March 2021. Available at: http://www.codatu.org/wp-content/

uploads/Social-Exclusion-of-Disabled-PublicTransport-Users-Insights-

from-Port-1-Moresby-Papua-New-Guinea-Dr.-Oliver-

PageIndependent-Transportation-Safety-Specialist-USA.pdf.

Park, J., & Chowdhury, S. (2018). Investigating the barriers in a typical jour-

ney by public transport users with disabilities. Journal of Transport &

Health, 10, 361–368.
Ross, T., Bilas, P., Buliung, R., & El-Geneidy, A. (2020). A scoping review of

accessible student transport services for children with disabilities.

Transport Policy, 95, 57–67.
Shakespeare, T. (2006). The social model of disability. The disability studies

reader, 2, 197–204.
Sharma, H., Jain, V., & Mogaji, E. (2020). Defining developing countries in

higher education context. Research agenda working papers. Vol 2021

pp 1–9, https://ssrn.com/abstract=3774632

Shenton, A. K. (2004). Strategies for ensuring trustworthiness in qualita-

tive research projects. Education for Information, 22(2), 63–75.
Smith, M., Calder-Dawe, O., Carroll, P., Kayes, N., Kearns, R., Lin, E. Y. J., &

Witten, K. (2021). Mobility barriers and enablers and their implications

for the wellbeing of disabled children and young people in Aotearoa

New Zealand: A cross-sectional qualitative study. Wellbeing, Space and

Society, 2, 100028.

Soetan, T. O., Mogaji, E., & Nguyen, N. P. (2021). Financial services experi-

ence and consumption in Nigeria. Journal of Services Marketing, 35(7),

947–961.
Sumaedi, S., Bakti, I. G. M. Y., & Yarmen, M. (2012). The empirical study of

public transport Passengers' behavioral intentions: The roles of service

quality, perceived sacrifice, perceived value, and satisfaction (case

study: Paratransit passengers in Jakarta, Indonesia). International Jour-

nal For Traffic & Transport Engineering, 2(1), 15–23.
United Nations, 2007. Convention on the rights of persons with disabil-

ities, 9, Accessed 7 March 2021. Available at: https://treaties.un.org/

doc/Publication/CTC/Ch_IV_15.pdf.

Watermeyer, B., McKenzie, J., & Swartz, L. (Eds.). (2019). The Palgrave

handbook of disability and citizenship in the global south. Palgrave

Macmillan.

Wen, C.-H., Lan, L. W., & Cheng, H.-L. (2005). Structural equation model-

ing to determine passenger loyalty toward intercity bus services.

Transportation Research Record, 1927(1), 249–255.
World Bank. (2020). Disability inclusion in Nigeria: A rapid assessment. World

Bank https://openknowledge.worldbank.org/handle/10986/34073.

Yau, M. K. S., McKercher, B., & Packer, T. L. (2004). Traveling with a dis-

ability: More than an access issue. Annals of Tourism Research, 31(4),

946–960.

AUTHOR BIOGRAPHIES

Emmanuel Mogaji is a researcher with an interest in transporta-

tion business and management and on the quest for a transforma-

tive transport service design. He is a senior lecturer at the

Greenwich Business School, University of Greenwich, UK. He has

published peer-reviewed journal articles and book chapters and

presented his works at many national and international confer-

ences. A number of his publications on travel behaviour, transport

service quality and equitable transport has appeared in

MOGAJI ET AL. 15

http://www.codatu.org/wp-content/uploads/Social-Exclusion-of-Disabled-PublicTransport-Users-Insights-from-Port-1-Moresby-Papua-New-Guinea-Dr.-Oliver-PageIndependent-Transportation-Safety-Specialist-USA.pdf
http://www.codatu.org/wp-content/uploads/Social-Exclusion-of-Disabled-PublicTransport-Users-Insights-from-Port-1-Moresby-Papua-New-Guinea-Dr.-Oliver-PageIndependent-Transportation-Safety-Specialist-USA.pdf
http://www.codatu.org/wp-content/uploads/Social-Exclusion-of-Disabled-PublicTransport-Users-Insights-from-Port-1-Moresby-Papua-New-Guinea-Dr.-Oliver-PageIndependent-Transportation-Safety-Specialist-USA.pdf
http://www.codatu.org/wp-content/uploads/Social-Exclusion-of-Disabled-PublicTransport-Users-Insights-from-Port-1-Moresby-Papua-New-Guinea-Dr.-Oliver-PageIndependent-Transportation-Safety-Specialist-USA.pdf
https://ssrn.com/abstract=3774632
https://treaties.un.org/doc/Publication/CTC/Ch_IV_15.pdf
https://treaties.un.org/doc/Publication/CTC/Ch_IV_15.pdf
https://openknowledge.worldbank.org/handle/10986/34073


Transportation Research Part D: Transport and Environment,

Travel Behaviour and Society, Transport Policy, and Transporta-

tion Research Interdisciplinary Perspectives.

Genevieve Bosah is a senior lecturer at the University of Hert-

fordshire where she specialising in Public Relations, Corporate

Communications, Media and Branding. She teaches within the

Media and Communication school at undergraduate and post-

graduate levels. She is a Fellow of the Higher Education Academy

and is currently the MA Programe Leader for the Journalism and

Media Communications degree.

Nguyen Phong Nguyen is a lecturer of the School of Accounting

at the University of Economics Ho Chi Minh City, Ho Chi Minh

City, Vietnam. Dr. Nguyen is also a member of Certified Practising

Accountants, Australia. His publications have appeared in Journal

of Accounting and Public Policy, Industrial Marketing Manage-

ment, European Journal of Marketing, Public Management

Review, Journal of Product and Brand Management, Asia Pacific

Business Review, and Australasian Marketing Journal.

How to cite this article: Mogaji, E., Bosah, G., & Nguyen, N. P.

(2022). Transport and mobility decisions of consumers with

disabilities. Journal of Consumer Behaviour, 1–17. https://doi.

org/10.1002/cb.2089

APPENDIX A: INTERVIEW PROTOCOL AND INTERVIEW GUIDE

INTERVIEW PROTOCOL

Semi-structured interviews, conducted face to face, recorded and

transcribed.

For all interviews, the following information is collected by the

interviewer.

Title of Project:

Time of interview:

Date:

Interviewer:

Interviewee:

“At the beginning of each interview, the interviewer thanks the par-

ticipant for joining the research project by granting this interview. After

confirming that the interview will be recorded, the interviewer assures

confidentiality of responses in line with ethical standards of research

and asks for the participant's availability for potential future interviews.”

Opening questions: Background information about yourself

• Tell us a bit about yourself

• How was your childhood?

• How about your parent and siblings?

• Where do you live? (Probing question to include asking if there are

many locations)

• What is your educational background (probing question to include

which University they attended)?

• What do you like to do? What are your hobbies?

• Would you what to tell me about your disability (be very sensitive

here, probing question to include when they became disabled)

• How would you describe your day to day living experiences?

Objects – Access to different modes of transportation

• How would you describe your access to transportation?

• Which mode of transportation do you mostly use?

• Which mode of transportation do you find easy to use?

• What are the factors that influence your choice of mode of

transportation?

• Do you have your mode of transportation? (Probing question

about having a car, motorcycle, or bicycle)

• Why have you (or have you not) gotten your mode of transportation?

• How well are you managing your transport needs with (or without)

Condition – The level and complexity of disability

• How would you describe the complexity of your disability?

• How does this complexity affect your choice of transportation?

• What do you do to cope and manage yourself with this situation?

• How do youmotivate yourself to go out and explore the environment?

• Do you think being in Nigeria makes the disability more complex?

(Probing question about the social model of disability)

• Have you travelled outside Nigeria?

� What was the transport like?

� Did you compare it to Nigeria?

� What was the experience?

� How well were you able to move around and commute?

• Are there places you feel comfortable going using public

transportation?

Personal characteristics – Gender, residential location, level of

education and work experience

• Do you think your disability affects the way people treat you?

• Would you share one of the pleasant experiences?

• Do you have any unpleasant experiences you are willing to share?

If yes, please do

• How does your gender affect how people treat you?

• How does being a man (or woman) affects how your access

transportation?
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• Do you think your gender makes you strong or weaker to find your

way around?

• How does your environment affect how you travel and which

transport mode you take?

• How about access to bus stops, train stations and airports? How

do you access these places?

• What is the impact of your level of education on your travel

experiences?

• What is the impact of your level of education on your travel decision?

• Does your work influence your mode of travelling?

• How does the work you do affect your choice of transport mode?

Energies – Level of awareness and knowledge about accessible

means and alternative modes of transportation

• How are you coping with the transportation?

• What has been the worst experience in your travel?

• What did you do? How did you react?

• Do you have any support system in place (probing questions about

family, friends, or care workers)

• Are you exploring other alternatives? Please share some with

us. (Probing questions for details about these options, reliable,

affordable, or even sustainable

• Are there any challenges in exploring other alternative modes of

transportation?

• Have you considered how technology can improve your

transportation?

• Are you aware of any organisation that can improve your travel

experience?

• Based on your experience, are there any challenges in transporta-

tion in Nigeria?

• Is there anything else you would like to add?

Concluding remarks

The interviewer thanks the participant for joining the research project

and confirms their availability for the member check.
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