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Summary

Using questionnaire survey data to analyze the factors influencing accommodation plan
selection, this study clarifies how behavioral restrictions under the COVID-19 pandemic
and the resulting spread of contactless services affect both the differences in evaluations
of such services and the choice of accommodation plans. In particular, business travelers
whose evaluation of contactless services changed showed reduced emphasis on price and
location, while placing greater importance on hotel facilities and room size. In contrast,
leisure travelers consistently emphasized price, cleanliness, and staff responsiveness, with
only a minor impact from changes in contactless service evaluations. Furthermore, although
negative perceptions of personal services strongly affected customer evaluations, the impact
of contactless, non-personal services remained relatively small, suggesting potential benefits
in terms of improving labor productivity and avoiding downward cost rigidity.

Keywords: non-personal services, loss aversion, prospect theory
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