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Abstract The present study examines the satisfaction
of people with disabilities (PWDs) participating in
municipal sports programs in Greece, focusing on
accessibility, service quality, and personnel interactions.
Drawing on the SERVQUAL model and disability
inclusion frameworks, the research evaluated both

structural and psychological dimensions of service delivery.

350 participants across local government organizations
participated by using the Customer Satisfaction Scale
(CSS). Results indicate that most participants engage in
sports two or three times per week, primarily for health
improvement and rehabilitation. Swimming training
emerged as the most preferred activity, reflecting its
adaptability and therapeutic value. Satisfaction levels were
moderate to high across all five dimensions of the scale
with excellent internal consistency. Regression analysis
revealed transportation assistance as the strongest positive
predictor of satisfaction, while difficulties due to disability,
age, and gender had negative effects. These results
emphasize that accessibility alone does not guarantee
inclusion; rather, satisfaction and participation depend on a
holistic combination of physical, interpersonal, and
organizational factors. The study highlights the need for
municipalities to foster inclusive cultures through
personnel further training, adaptive infrastructure, and
community engagement strategies that enhance PWDs’
well-being and inclusion.
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1. Introduction: The Role of Local
Government in Promoting Sports
Participation among People with
Disabilities

Physical activities and systematic exercise are integral
elements of public health and social well-being for people
with disabilities (PWDs). Participation in sports programs
not only has physical benefits, but also contributes to
psychological  well-being, social inclusion, and
enhancement of self-esteem [1, 2]. In this context, the local
government sports departments' services are a crucial
provider of equal opportunities in sports, as they can

implement adaptive physical education programs with a

social character, accessible and affordable for all [3]. Local

government acts as a bridge between civil society, families,
and sports associations, supporting local organizations to
incorporate underrepresented groups and ensuring equal

access to sports facilities and programs [4].

Local governments are essential in development and
promoting sports participation among PWDs by investing
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in accessible infrastructure, adapted sports training
programs, personnel, and adopting inclusive policies [5, 6].

According to Greek law and subsequent reforms,
municipalities have the responsibility to organize sports
programs for all and actions for vulnerable groups [7].

However, research in Greece and abroad shows that
participation of PWDs in local sports programs is limited
due to physical, social, and organizational barriers [8].
Main barriers identified are inaccessible facilities and
infrastructure [9], negative attitude, discrimination, and an
ableist mindset among coaches, staff, and community [8],
insufficient training for coaches and sports managers [10],
and high costs of participation and lack of financial support
[11].

Therefore, evaluating the sports services provided to
people with disabilities is essential. Through systematic
investigation of the quality of services, accessibility,
suitability of staff and sports programs and the
investigation of the needs and experiences of the
participants, targeted improvement policies by local
government authorities can be developed to enhance
inclusion and social cohesion.

2. Literature Review: Evaluation of
Sports Services and Satisfaction for
People with Disabilities

The evaluation of sports services for PWDs is a
multidimensional process that includes both objective
characteristics, such as infrastructure, equipment, and
accessibility [12], and subjective dimensions, like
perceived service quality, staff attitude, and emotional
experience [13]. Three interdependent domains emerge in
the recent literature as essential for assessing service
readiness and effectiveness: (1) physical accessibility of
facilities, (2) staff competence and training in disability,
inclusion, and practice, and (3) acceptance and the social
climate experienced by participants. Empirical studies
emphasize that none of these domains alone guarantees
meaningful inclusion; instead, they interact to enable or
prohibit participation and well-being [14, 15].

The theoretical foundation for evaluating Service
Quality in sports organizations is mainly investigated by
the SERVQUAL framework [16], which conceptualizes
Service Quality as the gap between customer expectations
and perceived performance across five dimensions:
tangibles, reliability, responsiveness, assurance, and
empathy. Subsequent adaptations to the sport context have
confirmed its value for measuring both facility-based and
interpersonal dimensions [17].

In disability settings, the SERVQUAL model intersects
with Expectancy-Disconfirmation Theory [18], which
posits that satisfaction results from the comparison
between expected and perceived performance. When
applied to sports programs for PWDs, these frameworks

589

underscore that satisfaction derives not merely from
facility, adequacy, but from perceived fairness, inclusion,
and empowerment [19].

Disability Sport Assessment frameworks [20, 21]
emphasize capability, participation, equity, and social
support as integral components of service evaluation.
These frameworks align with the Social Model of
Disability, which situates barriers, not within the individual
but within environmental and attitudinal constraints.
Integrating these perspectives enables a comprehensive
understanding of how environmental accessibility, staff
behavior, and organizational culture jointly shape
satisfaction among PWDs.

International guidance and research emphasize the
importance of having a wide concept of accessibility.
Ramps and parking are not enough. Accessible, changing
facilities, signage, transport links, adaptable equipment,
and scheduling any information provision are also crucial
[12, 22, 23]. Recent empirical studies on recreation centers
and fitness facilities suggest that shortcomings in transport
links, equipment, adaptations, and accessibility
information remain principal barriers to attendance and
sustained engagement [24, 25]. However, an unresolved
contradiction emerges while there are studies that report
that improving physical accessibility increases attendance,
and others indicate that participation remains low without
corresponding to attitude and social changes [8]. This
inconsistency suggests that accessibility alone is a
necessary but insufficient condition for inclusion,
underscoring the need to adopt integrated, multilevel
evaluation frameworks.

A growing body of work demonstrates that physical
accessibility without trained staff yields suboptimal
outcomes: coaches, front desk, personnel, and
administrators require knowledge, skills, and attitudes for
inclusive practice, such as adaptation of drills, safe
supervision, communication strategies, and reasonable
adjustments [3, 26]. Recent systematic and empirical
studies recommend competency, frameworks, and
continuing professional development, tailored to disability
types and levels [27]. Coach attitudes and perceived
capability are strongly associated with inclusion practices
and program availability [28]. Despite the growing value of
evidence, methodological weaknesses still exist. Many
studies rely on small, convenient samples, self-reported
measures, or short-term evaluations that failed to capture
the longitudinal effects of training in sports interventions
[29, 30]. Moreover, research often treats inclusion training
as a static skill acquisition, rather than an evolving
organizational culture change [31].

In addition to physical instructional factors, the social
environment of sports programs, such as pure relationships,
sense of belonging, and absence of stigma, plays a decisive
role in shaping satisfaction. Participants consistently rate
empathy, communication, and respect from staff as more
important than material resources [27, 32, 33]. Program
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flexibility, opportunities for social interaction, and
emotional safety are key determinants of perceived quality
[12, 34].

Contradictory findings, however, remain regarding the
relative importance of these factors. While evidence
suggests  that interpersonal treatments dominate
satisfaction outcomes, other studies emphasize the
importance of program structure and tangible resources [24,
35]. This inconsistency reflects the absence of unified
measurement tools tailored for disability sport contexts by
highlighting the need for multidimensional instruments that
combine SERVQUAL’s service attribute  with
psychosocial indicators from disability inclusion models.

In Greece, the work of Alexandris et al. [36] established
a multidimensional approach to assessing satisfaction
within sports organizations, incorporating facility, equality,
staff behavior, social atmosphere, and psychological
relaxation. Subsequent research confirmed that these
factors influence participation, motives, commitment, and
perceived constraints [37, 38]. Although these studies
addressed the general population, they provided the
conceptual foundation for applications to PWDs [39].

Research has shown that PWDs who experienced
elevated levels of satisfaction from sports programs have
increased levels of self-confidence, a positive attitude
toward their mates, and a stronger intention to continue
participating [40]. Empirical data on satisfaction among
disabled participants in Greek municipal sports programs
remain scarce [41].

In local government sports organizations, perceived
satisfaction depends on the extent to which the organization
responds to citizens’ needs, the availability of adapted
programs, and the quality of interpersonal communication
with staff. The evaluation of these parameters can
contribute to the upgrade of municipal sports policies and
the better integration of PWDs into society [42].

Taking into consideration all the above, and the limited
empirical evidence from Greece, despite rich global
discourse, the present study aims to investigate the profile
of disabled participants in community-based sports
programs in Greece (e.g., gender, age, occupation,
education), their sports habits and preferences, and the
overall satisfaction with the provided sports service.

2.1. Aim of the Study

The aim of the present study is to evaluate the
satisfaction levels and the inclusiveness of sports services
offered by municipality sport organizations for PWDs in
Greece and to identify the key demographic, functional,
and organizational predictors of participant satisfaction.

Based on the considerations discussed above, the present
study follows these three research questions.

RQ1: What are the demographic and functional
characteristics of PWDs participating in municipality
sports programs in Greece?

RQ2: What are their preferences and levels of

satisfaction with the sports services?

RQ3: How do factors such as accessibility,
transportation support, type of disability, gender, and age
influence satisfaction with personnel and the overall
service quality?

3. Methodology

3.1. Participants

The present study involved a total of 350 individuals
with disabilities who actively participated in sports
programs offered by local government organizations across
Greece. The questionnaires were distributed electronically
via Google Forms to enhance accessibility and reach
participants nationwide. A snowball sampling technique
was employed, beginning with initial contacts through
municipal sports directorates, who then shared the link
within their networks. Data collection was conducted from
January to May 2025. The sample was nationwide in scope,
comprising 53.4% men, 42.9% women, and 3.7%
participants identifying with another gender identity.
Regarding age distribution, the largest group consisted of
participants aged 18-30 years (25,1%), 41-50 years
(23.4%), followed by those aged 31-40 years (20.9%) and
51-60 years (20.6%). The absence of participants over the
age of 60 may reflect reduced engagement in organized
sports programs among older age groups. Moreover,
research suggests that older individuals and those who are
more physically impaired do not prefer to answer in web-
based surveys [43]. Concerning the type of disability, the
majority reported mobility impairments (62.6%), while
sensory (7.1%), psychological (6.6%), and intellectual
disabilities (11.7%) represented a lesser extent. An
additional 12% indicated “other” or multiple disabilities,
suggesting the presence of diverse or complex conditions
not easily classified into a single category.

3.2. Instrument

Customer Satisfaction Scale (CSS) developed by
Alexandris et al. [36], a widely applied instrument for
evaluating service quality and satisfaction within sports
organizations, was the scientific tool in this study. The
guestionnaire comprises twenty-five items organized under
five dimensions: Reliability (4 items), Personnel (6 items),
Expertise (4 items), Responsiveness (4 items), and
Tangible (7 items). This scientific tool was developed and
standardized on a sample of the Greek population [36] and
further applied in sports settings in Greek and Greek
Cypriot populations [44, 45]. As the scale had already been
tested in the Greek population and was shown to have
satisfactory psychometric properties, it was not considered
necessary to conduct a preliminary pilot test.

The CSS is anchored on a five-point Likert scale,
ranging from 1 (“strongly disagree”) to 5 (“strongly agree”).
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The scale has been validated in Greek populations in the
past and demonstrates high internal consistency for
assessing both functional and affective aspects of
satisfaction.

In addition to the main instrument, participants provided
demographic and contextual information, including gender,
age, type of disability, and educational attainment.
Participants were asked to report their preferences for
sports programs, frequency of participation, motives for
engagement, ease of access to sports facilities, and
availability of assistance during transportation.

3.3. Procedure

The questionnaires were distributed electronically
through the databases of local government sports
directorates (OTAS) across Greece. Participation was
voluntary and anonymous, and all respondents provided
informed consent prior to data collection. The study design
adhered to the principles of research ethics and data
protection regulations.

4. Results

The quantitative findings of the present study reveal
noteworthy demographic characteristics, participation
behaviors, and preferences among individuals with
disabilities engaged in local government sports programs.

Regarding employment status, most participants
identified as unemployed (15.7%) or students (15.1%),
while a substantial proportion held vocational institute
diplomas (24.6%), indicating a predominance of
individuals with intermediate educational attainment.
Consistent with national disability patterns, 62.6% of
respondents reported mobility impairments, representing
the most prevalent category of disability within the sample.

In terms of exercise frequency, 26.9% of participants
reported engaging in physical activity two to three times
per week, reflecting a satisfactory level of sports
commitment. The primary motivations for participation
included health improvement (98.3%), disease prevention
(92.3%), and rehabilitation (79.4%), underscoring the
significance of sport as a vehicle for both physical and
psychological well-being among PWDs.

The data indicated that among PWDs participating in
local sports programs, swimming (89.1%) is by far most
preferred activity, followed by team sports (75.1%) and
resistance training (50.6%). This distribution reflects both
functional accessibility and perceived inclusivity
associated with each activity.

Concerning service accessibility and support, the results
indicate a moderate level of satisfaction. Specifically,
30.3% of participants expressed a medium degree of
satisfaction with the accessibility of sports facilities and
services, while 28.3% reported comparable satisfaction
with the assistance provided for transportation to and from
the facilities. These findings suggest that although

591

accessibility provisions exist, there remains considerable
scope for improvement in logistical support and
environmental facilitation.

Regarding the Customer Satisfaction Scale (CSS) for
sports participants with disabilities, the reliability index
demonstrates an excellent internal consistency for all five
factors (Cronbach’s alpha >.943).

The overall indicators per factor, “Reliability” records
the highest average (M= 3.53, SD = 1.21), indicating a
relative confidence of athletes in the adherence to the
programs and the accuracy of the information provided to
them. The remaining dimensions move at similar levels,
with “Personnel” (M = 3.50, SD = 1.15), “Expertise” (M=
3.51,SD=1.17), “Responsiveness” (M =3.49, SD=1.19),
and “Tangible” (M=3.50, SD= 1.18), showing similar
values and reflecting a uniformly positive perception
across satisfaction dimensions (Table 1).

Table 1. Descriptive statistics and Cronbach’s alpha
Factors items Means sD Cronbach’s
alpha
Personnel 6 3.50 1.15 .958
Responsiveness 4 3.49 1.19 .947
Reliability 4 3.53 121 .944
Expertise 4 3.51 1.17 .943
Tangible 7 3.50 1.18 .965

One of the main objectives of this study was to
investigate whether PWDs’ satisfaction with the staff
(courtesy, respect, attention, etc.) is related to selected
demographic and functional factors.

Table 2 presents the results of the summary regression
model for predicting the satisfaction of sports participants
with disabilities with the staff, with an emphasis on factors
such as politeness, respect, personal attention, and the
attitude of employees towards the needs of participants.
The R value is .792, indicating a strong correlation between
the independent variables and the dependent variable. R=
is .627, while adjusted R=2is .510, meaning that
approximately 51% of the variance in staff satisfaction can
be explained by the predictive factors included in the model
(Table 2).

Table 2. Regression Analysis for Factors Affecting Disabled Sports
Participants’ Satisfaction with Personnel

Model Summary®

Model R R Square Adjusted R Std. Error of the
Square Estimate
1 792 627 510 5268

a. Predictors: (Constant), Student, Gender (Male vs Female or Other),
COVID Impact on Services (Yes, Negative), Age, Motor Disability,
Exercise before the pandemic, COVID Impact on Activity (Yes, Negative),
Transportation Assistance, Mental Disability (e.g., manic depression,
schizophrenia, etc.), Sensory Disability, COVID Impact on Services (Yes,
Positive), COVID Impact on Activity (Yes, Positive), Intellectual
Disability (e.g., autism, Down syndrome, intellectual disability, etc.),
Difficulties due to Disability

b. Dependent Variable: Satisfaction with Personnel
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The findings highlight transportation assistance as the
most significant positive predictor (B = 0.875, p = 0.681,
p < .001), confirming that systematic support during
transportation to and from sports facilities is strongly
related to participants’ perception of the availability,
courtesy, and competence of staff. The high value of the
weighted B coefficient and the low p value indicate that the
presence of transportation support consistently enhances
positive attitudes toward the human resources of the
services. Equally significant, but with a negative direction,
is the effect of difficulties due to disability (B = —0.294,
B = —0.164, p < .001). The more constraints sports
participants experience when joining the programs, the
lower their appreciation of the behavior, support, and care
they receive from the staff. This finding suggests a lack of
adequate adaptation or understanding by staff towards
individualized needs.

Age also shows a statistically significant negative effect
(B =-0.141, p = —0.117, p < .001), which reflects either
different expectations of the older participants or barriers
related to communication or accessibility to services. At the
same time, the gender variable shows a negative and
statistically significant effect (B = —0.158, p = .034),
suggesting that men or people of a different gender from
the dominant one may evaluate staff slightly more harshly
or receive less support.

Also noteworthy is the positive effect of exercise before
the pandemic (B = 0.249, = 0.201, p = .007), indicating
that sport participants with a stable history of participation
show higher satisfaction, due to greater familiarity with the
staff and more stable relationships with trust. On the
contrary, variables such as types of disability (sensory,
mental, intellectual), professional status (civil servant,
retired, student, domestic), as well as perceptions of the
impact of the pandemic, do not show a statistically
significant effect (p > .05).

The multicollinearity indices are at acceptable levels
(Tolerance > .4 and VIF < 2.5), indicating that there is no
correlation problem between the independent variables and
that the coefficients were estimated with statistical
reliability.

5. Discussion

Research on local government sports programs for
PWDs highlights various key demographic characteristics
among those who evaluate service quality and satisfaction.
Participants tend to be middle-aged or older. A large survey
in China revealed an average age of about 50 years, with
14.4% over 65 years old [46]. Other studies focus on youth
(ages 8-24) or older adults, showing that the age range
varies by program and study [47]. Males are often
overrepresented. In a study with a large sample size, 58%
were male and 42% female [46]. Other studies of sports
participants also report a male majority, though such
programs (e.g., Special Olympics) include both genders

and note that women may report higher engagement [47,
48]. Culver et al. [49] supported that women often face
additional barriers related to participation, representation,
and societal attitudes. Most participants have low to
moderate education levels. In a Chinese sample, only 6.2%
had tertiary education or higher, with the majority having
completed middle or high school [46]. Higher education is
associated with greater participation and satisfaction [46,
50]. Physical disabilities are the most common among
participants, with most of them exhibiting moderate [51].
Finally, value orientation, psychological readiness, and
social support are also important predictors of participation
and satisfaction, sometimes more so than demographic or
disability type alone [50]. These findings are similar to the
findings of the present study.

Swimming’s high preference aligns with existing
literature emphasizing its therapeutic benefits and
adaptability for diverse physical and cognitive disabilities
[52]. Water-based exercise supports buoyancy, joint relief,
and sensory regulation, making it especially suitable for
participants with mobility impairments or
neurodevelopment conditions [53]. The strong interest in
team sports suggests that social integration and a sense of
belonging are also major motivational factors for
individuals with disabilities. Participation in team-based
activities ~ promotes  communication,  cooperation,
enjoyment, and psychological well-being [51]. These
aspects refer to inclusion objectives in community sports
[27]. Finally, resistance training is reflecting growing
awareness of its role in improving functional strength,
autonomy, and injury prevention [54].

According to psychometric standards, alpha values
above .90 indicate strong reliability, supporting the
robustness of the CSS questionnaire for assessing customer
satisfaction in this population [55].

According to descriptive statistics, the small variance
between the factors suggests that sports participants
evaluate the overall satisfaction as consistent and balanced,
without major discrepancies among dimensions such as
personnel competence, responsiveness, or the quality of the
facilities. However, since the mean values cluster around
the mid-to -upper range of the scale rather than near its
maximum, the results also imply room for improvement,
particularly in strengthening athletes’ confidence and
enhancing perceived responsiveness in individual needs.
As highlighted by Elipe-Lorenzo et al. [8] and Fitri et al.
[24], improvements in physical accessibility alone are not
enough for lasting engagement, but attitude and social
change are also important. The consistent ratings across
Reliability, Personnel, Expertise, and Responsiveness
suggest that participants value holistic satisfaction delivery
rather than isolated improvements in facilities. This
reinforces evidence that trained, empathetic staff and
inclusive communication practices are decisive predictors
of satisfaction [27, 32]. In line with Alexandris’s [36]
model, these findings indicate that satisfaction derives from
the interplay between structural, interpersonal, and
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psychological factors. Furthermore, as previous studies
demonstrate, positive service experiences contribute not
only to continued participation, but also to enhanced self-
confidence and social inclusion among sport participants
with disabilities [40].

The regression analysis revealed a strong predictive
relationship between the examined variables and sports
participants’ satisfaction with personnel, indicating that
half of the variance in perceived personnel quality can be
explained by the demographic and functional
characteristics included in the model. Among these,
transportation assistance emerged as the most powerful
positive predictor, confirming previous findings that
logistical support and accessibility are key factors of
satisfaction and participation for PWDs [24, 42]. This
association highlights that accessibility extends beyond
facility design to encompass supportive services that
facilitate equal participation opportunities. Conversely,
difficulties due to disability and age have shown significant
negative effects, suggesting that unmet individual needs
and communication barriers may reduce satisfaction.
Previous research supported the importance of staff
adaptability, empathy, and individualized care [27, 28].
The negative gender effect further implies potential gaps in
equitable service provision, warranting further exploration
of gender-sensitive practices in disability sports programs.
The positive impact of prior exercise experience reinforces
the notion that familiarity and continuity foster trust and
perceived support [37]. Overall, these findings underscore
the multifactorial nature of satisfaction, where structural
accessibility, personal interaction, and inclusive personnel
behavior operate all together to shape the satisfaction of
PWDs.

Therefore, municipality sports organizations should
move beyond infrastructural accessibility toward
developing an inclusive culture by integrating ongoing
personnel training, community engagement, and user
feedback mechanisms to sustain participation and well-
being outcomes for PWD.

6. Conclusions, Limitations,
Implications, and Suggestions for
Further Research

The study confirms that a complex interplay of structural
accessibility, interpersonal relationships, and
organizational culture can provide service satisfaction
among PWDs in municipality sports programs. While
accessibility and reliability of services were high,
satisfaction was enhanced by transportation assistance and
prior engagement in sports programs. These factors reflect
both practical and relational aspects of inclusion. On the
contrary, the negative influence of disability-related
difficulties, age, and gender disparities underscores the
persistent need for adaptive and equitable practices. These
findings align with international evidence suggesting that

inclusion requires not only accessible facilities, but also
empathetic, trained personnel and supportive social
environments. Municipalities should thus invest in
continuous professional development, integrate user
feedback systems, and adopt cross-sector collaborations to
ensure inclusive and sustainable participation.

Nevertheless, some limitations are recognized. An age-
related constraint should be noted despite the sample’s
general robustness. There may arise some age bias in the
results because the study underrepresented people 60 years
of age and older. Furthermore, the heterogeneity of
disabilities included in the sample, even though it
strengthens inclusivity, may influence perceptions in
distinct ways. The data collection was done digitally, which
allowed for more effective data administration and a larger
geographic reach. However, reliance on digital tools may
inadvertently exclude individuals with limited access to
technology. This brings up ethical and accessibility
considerations.

Future research should employ longitudinal and mixed-
method approaches to assess the long-term effects of
inclusion policies, explore gender and intersectional
dimensions of disability sports, and develop refined
evaluation frameworks combining SERVQUAL with
psychosocial and empowerment indicators. Moreover,
further studies should strive to guarantee more equitable
age representation and benefit from stratified sampling
approaches to further explore potential variations across
disability categories.
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