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Accessibility of websites for disabled people is a major concern in the contemporary digital
world due to their dependence on tourism websites for planning and booking. However, in
the tourism literature, scant is known for the accessibility and readability of OTAs websites.
In response to the dearth of research, this study examines the accessibility and readability of
OTAs websites in India. Accessibility was measured in terms of Web Content Accessibility
Guidelines (WCAG) and readability through two different indices. A 4C approach (Cluster
tendency, Cluster number, Cluster analysis and Cluster validity) was adopted for k- means of
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had numerous issues regarding WCAG and the text was difficult to read and understand,
limiting disabled people from using the OTAs website. Based on the finding, some
implications are discussed to improve the accessibility and readability.
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Introduction

The application of the internet in tourism is referred as the engine for development with its
significant impact on product development, promotion, distribution and consumption of
tourism (Bastida & Huan, 2014). Probably it will continue in the future too. Particularly,
website, a technology of the internet, has addressed the information need of tourism where
customers can search for information, compare the service and book the product to satisfy
their holiday requirements (Liang & Li, 2019). In the current tourism business environment,
websites of Online Travel Aggregators (OTAS) are the significant sources for information
and booking of tourism products and continue to expand their shares in the tourism and
hospitality business (Mahapatra & Patra, 2019). Although many studies have been conducted
based on OTAs, few of them recognize the issue of accessibility in the websites. It is the
focal point of any website design and substantially impacts disabled people and people

without disabilities while accessing websites (Henry, 2019).

Accessible tourism has been reported as a growing market segment of tourism (Darcy
et al., 2010). These customers are participating in tourism activities frequently due to their
increasing economic level and social integration and in some countries, they spend more than
average in their vacation (World Tourism Organization, 2016). However, the agency of
disabled people always encountered barriers in tourism, such as barriers in the physical
environment, transportation and Information and Communication Technology (ICT) (Tao et
al., 2019). Among the barriers, the problem in ICT, specifically web accessibility technology,
substantially impacts disabled people in the prevalent web-based technology. Like others,
they have the right to make the best use of the OTAs website for online booking and
confirmation as the website has a unique advantage for disabled people. It makes them
independent (Ritchie & Blanck, 2003). More importantly, it makes things possible for them

(Borch & Strandbakken, 2019). However, this can be accomplished when websites and
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technologies are easily accessible and follow the Web Content Accessibility Guideline
(WCAGQG) specially formulated by World Wide Web Consortium (W3C) for disabled people.
But this concept is not fully implemented in tourism websites, and existing studies reported
that tourism websites are failed to comply with accessibility guidelines (Dominguez Vila et
al., 2019a, 2019b). Till now, limited studies have been conceptualized in the accessibility of
OTAs websites though not entirely in OTAs, but a combination of OTAs and other websites
(Patra et al., 2014). Including accessibility, readability of the web content is also imperative
to understand, interact and digest for better communication, especially for cognitive disabled
tourists and learning-disabled tourists. However, it is often ignored in tourism websites (Shi,

2006).

The main objective of the study is to explore the accessibility and readability of OTAs
websites of India. Accessibility and readability are determined by employing various online
tools. Accessibility is measured based on the Conformance level AA of WCAG 2.0 and
readability through Flesch Kincaid Reading Ease (FKRE) and Flesch Kincaid Grade Level
(FKGL). A 4C approach (Cluster tendency, Cluster number, Cluster analysis and Cluster
validity) is adopted for k-means of clustering. Cluster analysis is applied to group websites

based on the similar pattern of behaviour in terms of WCAG.

Literature Review

Accessible tourism in India

Approximately one billion people are suffering from some form of disability globally, which
is an equivalent of 15% of the total population (World Health Organisation, 2011). Their
participation and spending in tourism have been recognized as an important contribution to
the tourism economy. In India, 26.8 million disabled people are living (Government of India,

2016) and Ministry of Tourism (MOT), Govt. of India, has recognized them as a growing
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group of the consumer in travel and leisure activity (Ministry of Tourism India, 2015). In
order to include this group, a study was conducted by the Indian Institute of Tourism and
Travel Management on behalf of MOT to assess the barriers encountered by Persons with
Disabilities (PwDs) to avail tourism services. The result suggested that environment barriers,
attitudinal barriers and information barriers were the significant challenges for accessible
tourism (Chaudhary et al., 2010). After the report, MOT has taken various steps to include
disabled people in tourism, such as barrier-free environment, barrier-free tourist attractions
and facilities for disabled people in star category hotels (Government of India, 2018).
However, MOT has failed to recognize the importance of web accessibility in the pervasive
application of technology in tourism. PwDs have been confirmed that accessibility of tourism
websites is a crucial factor in procuring information for travel-related services before
purchasing and accessible information in the website is a great matter of concern about them
(Buhalis & Michopoulou, 2011). In 2018, MOT issued a notification regarding guidelines to
approve OTAs to increase quality and service for promoting tourism in India. However,
nothing is referred related to accessibility of websites even it is aware that OTAs are doing

business through their website (Ministry of Tourism India, 2018).

Online Travel Aggregator

OTAs are the intermediaries using internet as a medium to sell travel products and services
such as hotels, airlines, car rentals, railways, and buses on behalf of tourism suppliers
(Ministry of Tourism India, 2018). In the prevalent tourism market, 70% of customers use
OTA for travel inspiration, 42% of customers want a chat platform during the trip to
communicate OTA and 73% of customers rebook with an OTA. Because it is a one-stop shop
for the customer to search, read, review and compare prices (Ephithite, 2019). Due to the
growing use of OTAsS, extensive study has been conducted to evaluate their websites from

customer perspective. However, these studies are limited to service quality, performance and

696


http://ertr.tamu.edu/

eSS e-Review of Tourism Research (eRTR), Vol. 18, No. 5, 2021
s " RTR .
Review of Toarism Rescarch http://ertr.tamu.edu

website quality of OTAs website (Chen & Kao, 2010; Fu Tsang et al., 2010; Lin et al., 2009)
and are unable to address the value accessibility in OTAs websites which is a paramount

concept in the field of human computer interaction.

In India, the OTA market counts 40 to 50 % of the total transaction (Shroff, 2019).
From the above fact, it is imperative to study OTA’s website's accessibility and readability.
However, no relevant study has been conducted to understand the accessibility of OTA’s
website in the equivalent growing online travel market and accessible customers. In the past
studies by Patra et al. (2014), although not solely based on OTAs, it found a large violation in
India’'s e-commerce websites in terms of WCAG 2.0. Another study by researchers Mounika,
Karia, Sharma, and Biswas (2019) concludes that the IRCTC website violated the WCAG 2.0

success criteria regarding colour contrast, missing of alternative text and small font size.

Web accessibility

Web accessibility includes the tools and technologies that are designed and developed for
disabled people to use the web. This technology helps integrate all form of disabilities that
influence access to the website such as physical, speech, visual, neurological, cognitive and
auditory. It is not only benefit for PwDs but also persons without disabilities (Henry, 2019). It
is an initiative by W3C to make web content accessible for all, especially disable people. To
achieve that purpose, W3C developed WCAG for the websites by consulting with
individuals, organisations and accessibility experts. There are three guidelines in WCAG 1.0,
WCAG 2.0 and WCAG 2.1 with three conformance levels (Level A = Low, Level = Medium
and Level = High) in each guideline (Acosta-Vargas et al., 2018). However, WCAG 2.0 with
conformance level AA is more prevalent in accessibility research and accepted by most

countries in their websites (Dominguez Vila et al., 2019a).
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WCAG has four principles: perceivable, operable, understandable and robust, which
should be followed while developing and designing a website. The perceivable principle
highlights the web content should be created, so it is easy to perceive for disabled people. It
will help visually impaired, cognitive disability and deaf-blind people to perceive the
information presented in the website. The operable principle focuses on the user must be able
to operate the interference. This principle is designed to make the website accessible for
physical disability, intellectual disability, visually impaired, people with photosensitive
disorder and short attention span. The understandable principle emphasizes that the
information must be understandable. Complying this principle in the website would certainly
help intellectual disability, visually impaired, learning disability and physical disability
people to understand the information and user interference. Lastly, the robust principle
highlights the web content must be designed robustly to be accessible with the evolution of

technology to the people using assistive technology or other agents (W3C, 2016).

In tourism, the accessibility of the website concept is limited to websites of
Destination Marketing Organisations (DMOs) and hotel websites (Dominguez Vila et al.,
2019a, 2019b; Williams et al., 2007). A study by Dominguez Vila et al. (2019a) examined the
web accessibility of countries tourism website found that only Japan, South Korea and Hong
Kong were compiled in terms of WCAG 2.0. In another study by the same authors based on
the accessibility of Northern European countries, they concluded that among the 14 websites,
only Norway's official website was noteworthy in terms of WCAG 2.0. Our study is based on
the same concept by extending the compliance of W3C guidelines to OTAS' websites. We
also add readability in our study, which is always neglected by tourism researchers (Shi,

2006).

Readability
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Readability is the ease of reading, legibility, interest, or a combination of these (Dale &
Chall, 1949). It is crucial to understand the text for decision making. Readability measures
vocabulary and sentence difficulty by applying different indices such as SMOG Index,
Automated readability index, Flesh Kincaid Grade level (FKGL), Flesch Kincaid Reading
Ease (FKRE), etc. The concept is more prevalent in the health information website due to its
importance to patient education (Jayaratne et al., 2014). The concept is unknown in tourism
research and limited research has been conducted in tourism and hotel websites, although not
OTAs. Sattari & Wallstrom (2013) examined Middle East countries' tourism websites found
that these websites were difficult to understand and read the text. In addition to this, China's

hotel websites produced the same level of difficulty in reading (Qian et al., 2017).

Methodology

Sample selection

This is an exploratory study to evaluate and understand the accessibility and readability of
OTAs in India. This study has selected OTA’s website because the existing literature largely
highlights the accessibility issues in DMO and hotel websites, not in OTA's websites
(Dominguez Vila et al., 2019b; Singh & Sibi, 2020). Furthermore, they are the primary
transaction channel for tourists due to their convenience and transparency in cost provided by
web technology (Pan et al., 2011). According to Ismail et al. (2019), 20 websites are a good
sample for an exploratory study to understand accessibility. Based on this, the study selected
20 websites. For selecting 20 websites, the study searched “Online travel aggregators in
India” in Google and the result of the first 20 OTAs websites are chosen for this research.
Among the 20 websites, 19 were owned by private entities and one (IRCTC) was owned by

Ministry of Railways, Govt. of India.

Data collection and analysis
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Accessibility

Web Accessibility Evaluation Tool (WAVE) was selected to test the accessibility because it
is the most comprehensive tool to test the accessibility as well as it visually represents the
accessibility issues through various icons (Acosta-Vargas et al., 2018). Conformance level
AA of WCAG 2.0 was adopted as most countries validate it for accessibility evaluation of
web contents (Dominguez Vila et al., 2019a). The study was taken into account the Errors,
Alerts and Features produced by the WAVE tool. Errors are the accessibility barriers that
need to be corrected, and alerts are the probable barrier that can improve accessibility and

features that require human analysis (WAVE, n.d.).

K-means of Cluster analysis was applied to classify the websites with similar
characteristics and get inference from the accessibility result. According to Dominguez Vila
et al. (2019b), it is the most useful method to identify the similar pattern of behaviour among
the websites. Previously it was used by Dominguez Vila et al. (2018) and Ranjit et al. (2020)
for the classification of websites. For better understanding, analysis and validity of clustering,
we embraced a 4C approach (Cluster tendency, Cluster number, Cluster analysis and Cluster

validity), which is given below:

Cluster tendency

The first step in cluster analysis is to identify whether the data is feasible for cluster analysis.
This is measured by Cluster tendency. It determines the non-random structure of the data set.
If the data is uniformly distributed, then it contains meaningful clusters. In this study,
Hopkins statistics and Visual Assessment of Tendency (VAT) were used to determine cluster

tendency (Alboukadel & Mundt, 2017).
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Hopkins statistics is a statistical test to determine the distribution of data. This test is
conducted with a threshold value of 0.5. If H < 0.5, then data is not uniformly distributed and
statistically significant for cluster analysis (Han et al., 2012). VAT visually represents
clusters' presence by indicating visual blocks along the diagonal in an order dissimilarity

images (Alboukadel & Mundt, 2017).

Cluster number

Elbow method and Gap statistics were applied to obtain an optimal number of clusters
(Charrad et al., 2014). The Elbow method's fundamental notion is to define the optimal
number of clusters where the total Within cluster Sum of the Square (W) is minimum. The
smaller value of Wk reflects the compactness of clustering. First, k means of cluster analysis
ran with different values of k (here k is 1 to 10). Wk recorded for each value of k. Then a
graph was plotted between the value of Wk at various values of k. As k increases the W will
decrease. A point will come where further addition of k does not improve the value of Wk
creates an Elbow. The value of k at which Wy declines the most (From steep to shallow)

called Elbow is the optimal number of clusters (Han et al., 2012).

To validate the result of elbow method, Gap statistic was applied. It is a statistical
method to formalize the heuristic elbow method (Tibshirani et al., 2001). It standardizes the
W by comparing it with W, (expected null reference distribution). The principle for
selecting the right number of clusters is the largest gap between Wy and W,'. Hence the
lowest value of k that maximizes the gap is the optimal number of clusters (Falasconi et al.,

2007).

Cluster analysis
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After satisfying the criteria of the cluster tendency and cluster numbers, cluster analysis was

applied to the data.

Cluster validity

Cluster validity measures the quality, compactness, separation, and connectedness of clusters.
It measures the average distance within the cluster and the average distance between clusters.
For a meaningful result the average distance within the cluster should be small as possible
and the average distance between clusters should be as large as possible (STHDA, n.d.). In
this study, Silhouette analysis was used, which represents how well each observation has
been classified. The silhouette plot exhibits how similar one observation to its own cluster in
contrast to observation in the other clusters. A higher value (Close to +1) identifies the
observation is well clustered (observation is well matched to its own cluster) than the
between dissimilarity (poorly matched to neighbour clusters). A value close to -1 represents
observation has been assigned to the wrong cluster. When the value is 0, an intermediate case
indicates observation can be assigned either that cluster or its neighbouring cluster

(Rousseeuw, 1987).

Readability

For readability analysis of OTAs website, Readability Test Tool was used, an online open-
source tool by WebFX (WebFX, 2019). It is a free online tool that calculates the readability
based on six readability indicators. This study considers FKRE and FKGL because these are
the most widely used tools to calculate readability (Agrawal et al., 2019). FKGL computes
readability score based on grade levels and FKRE measure the readability score between 0 to
100. Higher score represents better readability (Flesch, 1948). Independent sample t test was

conducted to find the significance difference in readability of OTAs owned by Government
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and Private Entities. The formulas of FKRE and FKRE for calculating readability are

follows:
. . words . syllables
FKRE = 206.835 — 1.015 (") — 84.6 (2 27%%) (1)
_ words syllables
FKGL =039 (o) 4+ 11.8 (L22%) — 15,59 @)

Data analysis, results and discussion

Accessibility

Table 1 Descriptive statistics of accessibility issue in OTAs websites

N Sum  Mean SD Min Q1 Median Q3 Max
Errors 20 854 42.7 24.4 3 19 46.5 68.7 42
Alerts 20 1320 66.0 47.5 2 14 67.5 1150 186
Features 20 2354 1177 2431 0 6.5 17.0 58.50 862

Table 1 represents the descriptive statistics of the accessibility issues of OTA’s websites
obtained from the web accessibility evaluation tool. From the table, it can be seen that the
total number of features (2354) is highest for errors (854) and alerts (1320) and also widely
dispersed. The average issues per web page are around 42, 66 and 117 for errors, alerts, and
features, respectively. That means disabled people may have encountered significant
problems while accessing OTA’s websites. The minimum issue per webpage is 0 and the
maximum issues per webpage is 862 for errors, alerts and features. In terms of total issue
based on errors, alerts and features, Railyatri had the lowest number of issues (21) and

Travelguru had the highest number of issues (909) regarding WCAG 2.0.

Table 2 represents the most ignored success criteria of WCAG 2.0 for conformance

level AA with techniques to correct OTAs websites' issues. The table also represents
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problems encountered by various types of disabled tourists if the success criteria are not met.
Among all the violated success criteria, Non-text content, Info and relationships, Contrast,
keyboard, Bypass blocks, Link purpose and Heading and labels were the most violated

success criteria, especially non-text content and keyboard were significant.

Pearson correlation was obtained to find out whether there is an association among
accessibility issues. The result suggested that errors and alerts were positively related (r =
0.45) and errors and features were positively related (r = 0.22). However, there was no linear

relation between alerts and features.

Table 2. Most violated success criteria of WCAG 2.0 in OTAs websites

Most violated Success criteria ~ Description Some of the sufficient
technique to overcome it

1.1.1.- Non-text Content Alternative text for non-text content G68, G82, G94, G95, G100,
G143

1.3.1- Info and Relationships Information and relationship should ARIAL6, ARIAL7, G117,
independent of change in format G14, H97

1.4.3- Contrast (Minimum) Contrast ratio between text and background G145, G148, G174, SL13

2.1.1- Keyboard Keyboard interference G202, H91, FLASH14

2.4.1- Bypass Blocks Provide direct access to main content G1, G124, H69, H70, SL25

2.4.4.- Link Purpose Link text for the purpose of each link G53, G91, H24, H30, H33

2.4.6- Headings and Labels Clear and concise heading and labels G130, G131

Source: W3C (2016)

Cluster analysis

The result of Hopkins statistics (H = .313) was significant, which indicates meaningful
clusters are present in the dataset. Similarly, VAT identified visible blocks along the diagonal
refers data is significant for cluster analysis. Figure 1 represents the VAT plot where red

colour indicates small dissimilarity and blue colour identifies large dissimilarity.

704


http://ertr.tamu.edu/

2 RTR e-Review of Tourism Research (eRTR), Vol. 18, No. 5, 2021
G Review of Toarism Rescarch httD://eI’tr.tamu.edu

Graphical representation of the elbow and gap statistic method is represented in
Figure 2. Both methods identified a two-cluster solution for the data represented in dotted

lines.

Figure 1. Visual assessment of cluster tendency plot
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The result of cluster analysis is given in Table 3. From the result, it can be seen that Cluster 1
has 17 cases (85%) and Cluster 2 has 3 cases (15%). The centroid of errors, alerts and
features in cluster 1 is lowest in contrast to cluster 2. This represents websites that belonged
to cluster 1 is more faithful towards WCAG 2.0 than cluster 2. It should be noted that the
within-cluster sum of the squares is lowest in cluster 1 and highest in cluster 2. This indicates
cluster 1 is more compact than cluster 2. The larger value of within-cluster sum of the squares
of cluster 2 identified greater variability of the objects within the cluster. In terms of total
issues, Railyatri and Oyorooms performed well and Cox and king and HolidaylQ performed
worst with respect to accessibility guidelines. From the cluster analysis, it can be reported
that cluster 1 OTAs with best performance and cluster 2 OTAs with worst performance. The

cluster plot is given in Figure 3.

Table 3. Result of Cluster analysis

Cluster 1 Cluster 2
No of Cases (OTAs websites) 17 3
Percentage of OTA website 85% 15%
Cluster center for errors 39.94 58.33
Cluster center for alerts 63.94 77.66
Cluster center for features 22.58 656.66
Within cluster sum of the 53146 97764
squares
OTAs Makemytrip, Yatra, Cleartrip, Ixigo, Travelguru,

Oyorooms, Goibibo, Easemytrip, Ticketgoose

IRCTC, VIA, Redbus, Ezeegol, and Thomas

Abhibus, Paytm, HolidaylQ, Busindia, Cook
Railyatri and Cox and Kings

Silhouette analysis reported a positive result. For each observation, it was positive and

for cluster 1, the average silhouette width was 0.88 and for cluster 2, it was 0.49. The total
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average silhouette width was 0.83 which represents observations were clustered according to
their similar characteristics. In addition to this, at k = 2, the silhouette width had a higher

value in contrast to the other value of k. That confirms that our 2-cluster solution is valid and

data is well clustered.

Figure 3. Cluster plot
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Readability

Table 1 represents the readability score of 16 OTAs based on FKRE and FKGL because four
websites did not respond to the readability algorithm. Among the 16 OTAs, one falls under
the easy category, 3 falls under the standard category, 7 falls under the fairly difficult
category, 4 falls under the difficult category and one falls under the very difficult category of
readability (Flesch, 1948). If we appropriate it, then 4 OTAs are standard to read and 12 are
difficult to read the web content. Surprisingly no website is very easy to read for
comprehension. Among the OTAs, Railyatri had performed well in terms of readability with
the highest score and low-grade level and IRCTC performed worst with the lowest score and

higher-grade level.

Table 4. Readability result of OTAs websites

OTAs FKRE FKGL Reading level

Railyatri 80.4 3 Easy

Ixigo 69.8 4.4 Standard

VIA 68.7 4.4 Standard

Easemytrip 68.3 4.9 Standard

Thomas Cook Fairly

58.9 6.9 Difficult

Travelguru Fairly

58.8 6.2 Difficult

Redbus Fairly

58.3 6 Difficult

Oyorooms Fairly

58.2 5.8 Difficult

Ticketgoose Fairly

54 6.6 Difficult

Ezeegol Fairly

53.6 6.5 Difficult

Busindia Fairly

51.3 6.7 Difficult

Cox and Kings 45.8 8.4 Difficult

Goibibo 45.5 7.7 Difficult

Paytm 39.8 8.3 Difficult

HolidaylQ 33.6 9.6 Difficult

IRCTC 23.7 11.1  Very difficult
Mean 5429  6.65
Std. Dev 14.44  2.05
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An Independent sample t-test was conducted to determine the significant difference between
the readability of Government and Privately owned OTAs. The result was significant for both
FKRE (p = 0.023) and FKGL (p = .019) between Government and private OTAs. This
suggested Government owned OTAs web contents are difficult to read compared to privately

owned OTA:s.

Discussion

Accessibility issues to discrimination are of course, not warranted as various researches
highlight the continual mistreatment and discrimination experienced by the disabled
community over web (Acosta-Vargas et al., 2018). Past work by Patra, Dash, Mishra, (2014)
and Mounika, Karia, Sharma, and Biswas (2019) also reported that India websites do not
follow WCAG standards for disabled individuals. Dominguez Vila et al., (2019a) found that
“Text alternative -1.17, “Navigable - 2.4” and “Adaptable - 1.3” were the major accessibility
concern in official tourism websites of countries when accessing the website. Our study also
confirms the aforementioned studies' findings that OTAs websites are not following the

WCAG standards.

Not only Indian OTAs websites but also foreign OTAs are not adopting the norms of
WCAG while designing their websites. A study conducted by Singh & Ismail, (2020) based
on the OTAs websites identified several critical barriers for PwDs to access the website.
These issues occurred due to web designers' unawareness and unfamiliarity regarding
accessibility standards used by PwDs (Inal et al., 2019). According to Williams et al. (2007),
web designers believe that complying with accessibility guidelines will increase the cost and
detract the tourism websites' quality. However, the incorporation of accessibility guidelines in
the website improves the website's quality and includes diverse groups of people, such as

people with disabilities (Singh et al., 2020). In some countries such as the USA, accessibility
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compliance is mandatory in websites; any failure to do so would undoubtedly bring a lawsuit

against the organization (Shi, 2006).

The accessibility concept in OTAs is not well established in tourism literature due to
limited studies mostly confined to Destination Marketing Organisations (DMOs) and hotel
websites. Our findings were consistent with the previous work based on the accessibility of
DMOs and hotel websites (Dominguez Vila et al., 2018; Williams et al., 2007). Even after
highlighting the accessibility issues in websites, DMOs are not concerned about the
importance of complying with WCAG in their websites (Dominguez Vila et al., 2019b). This
reflects their unawareness about the importance of accessibility of web content in tourism,
leading to digital divide. According to Lewthwaite (2014), web accessibility closely relates to

rehabilitation and bears consideration.

The result of readability in our study was disappointing and most of the websites
require a higher grade level to comprehend the text. It is important that together with
accessibility for intellectual disabilities, cognitive disabilities, and tourists with difficulty
reading (Fajardo et al., 2014). It is not only crucial for disabled people but also for non-
disabled people. The ease of reading and understanding the text in the OTAs website is
important to understand the product and service provided by them for avoiding any conflict
during the vacation. Readability issues in the website are not unwarranted as previous
research highlights the worth of readability in websites and its impact (Jayaratne et al., 2014;
Qian et al., 2017). This study confirms these findings and expands to the OTAS" websites.
Previous work by Sattari & Wallstrom (2013) and Lukaitis & Davey (2012) reported

readability issues in tourism websites.

Conclusion, implication and future research
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This study sought to explore the accessibility and readability of OTAs websites in the tourism
industry and its influence on PwDs. As a result of growing social and economic status, these
groups of customers frequently participated in tourism. As aware of the above fact,
facilitating tourism to them information should be easily available for it and impediment
should not be placed anyway. In the pervasive world, OTAs are the major source of
information for planning and booking. Therefore, it is expected from them that their website
should be accessible and readable. However, it is not reflected in the OTAS' websites of India.
The findings revealed that most of the websites are not complying with WCAG to help PwDs
for a better experience over the web. Not complying with the WCAG is a form of

discrimination against disabled people (Shi, 2006).

India has ratified to the United Nations Convention on Rights of Persons with
Disabilities (UNCPRD) to protect the rights of the disabled. Therefore, Compliance with
WCAG should be added as a must fulfilled criteria for OTAs to grant approval/re-approval
from MOT, Govt. of India. Furthermore, Government is not enforcing the existing rules and
regulations that might be a criterion for the inaccessibility of websites (Dominguez Vila et al.,
2019a). In addition, OTAs may be unaware of the existing policies and regulations for web
accessibility technology and how it helps disabled people use websites. So, it is the duty of
the web developer to design the website in accordance with WCAG. However, it is reported
that they are unaware about the existing guidelines (Inal et al., 2019). Therefore, the
organisation should make proper arrangements to train and educate the web developer
thoroughly regarding accessibility guidelines. Furthermore, government can improve
awareness about the importance of accessibility in website by various programmes. The OTA
can test the accessibility with the available online accessibility tools to identify and fix the
accessibility barriers. These evaluation tools are designed according to WCAG to determine

the level of accessibility. Also, OTA can follow the technique mentioned in the WCAG
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websites to meet the web accessibility standards for disabled people (W3C, 2016). OTAs can
keep the paragraph short for increasing readability, carefully choosing the word, shorter

sentence, and keeping it simple to make their web content easily readable (Cline, 2017).

This study contributed significantly to tourism and disability. First, it identifies
compliance of WCAG in OTA’s websites in India and their impact on PwDs. Although
accessibility based on WCAG has been explored, these are studied on DMOs and hotel
websites (Dominguez Vila et al., 2019b; Singh & Sibi, 2020). It is also important because
OTAs are increasingly used for online information and booking by diverse customers,
including people with disabilities. The identification of accessibility issues in the OTAs
websites is a valuable contribution to the existing tourism literature. The findings highlight
significant barriers in the websites that may directly impact PwDs. Second, this study
supports the premise of the social model of disability that peoples are disabled due to the
websites' barriers not by their impairment (Randle & Dolnicar, 2019). The findings
emphasise the importance of universal design to protect and promote the rights of PwDs.
Third, this research contributes to the rehabilitation of PwDs as it is closely connected with
rehabilitation. Correcting barriers embedded in the website improves the accessible
experience (Lewthwaite, 2014). Fourth, this study contributes the inclusion of people with
disabilities in travel and tourism because accessible information is crucial for accessible

tourism (Buhalis & Michopoulou, 2011).

This study took OTAs websites of India; future studies can be conducted on OTAs of
various countries. Furthermore, a comparative analysis can be made between OTAs in India
and other countries to understand any variation towards WCAG among the nations. This
study addresses OTAs websites' accessibility and readability, but it is silent about the
usability of OTAS' websites. So future studies can be conducted based on the usability of the

websites.
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